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Abstract 
Background: There are numerous studies in the Information Technology (IT) field on IT 
project success and/or failure and reasons thereof. There is much discussion about what 
constitutes IT project success and the main determinants are generally a subjective matter. 
Several studies address critical success factors and some address success criteria about IT 
projects. However, the combination of mechanisms, success criteria, and critical success factors 
has not been adequately researched or widely addressed and hence the need to conduct this 
study which seeks to examine the aforementioned relationships and propose a modified model 
to explain the links among them.  
Objectives: The main objectives of this study are: 1) To identify and discuss the role played by 
success factors (input variables) in an IT project; 2) To identify and discuss the role played by 
success criteria (output variables) in an IT project; 3) To identify and discuss the role played 
by mechanisms (mediating variables) and impact thereof on an IT project; and 4) To identify, 
investigate and explore the interrelationships between the aforementioned constructs and how 
they impact the success of an IT project. 
Research Methodology/Approach: A modified model of the Black Box of IS Project Success 
Mechanisms was utilised to guide the data collection process. The model was based on three 
fundamental constructs developed from various sources of literature viz. success criteria, 
critical success factors, and mechanisms. The study made use of a single case study based on a 
data migration project which one of the major corporates in South Africa executed. The data 
migration project provides for a distinct type of IT project suitable to meet the study objectives. 
The data was collected through semi-structured interviews, and a thematic analysis was 
conducted to identify success factors, mechanisms, and IT project success criteria. 
Findings: The findings revealed that there are several success criteria measures viz. the 
traditional project management triangle (cost, scope and time), non-functional requirements, 
customer satisfaction, other stakeholders’ requirements, quality assurance, organisational 
benefits, and learning and growth. Further, there are several critical success factors including 
project management factors, team-related factors, organisational factors, business process 
factors, and governance and risk factors. There are core mechanisms that are pivotal to the 
success of the IT project which includes project visibility, teamwork, and effective 
communication.  
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Chapter 1: Introduction 
1.1 Background  
Organisations are constantly faced with competition with innovation being the main 
differentiator which sets them apart (Rai, Maruping, & Venkatesh, 2009; Singh, Keil, 
& Kasi, 2009). IT projects have been identified to be one of the main contributors to an 
organisation’s competitive advantage especially when IT projects are aligned to 
business strategy (Rai et al., 2009). Furthermore, organisations have realized that they 
need better ways to cope with the dynamic and ever-changing environment with its 
encompassing challenges (Maruping, Zhang, & Venkatesh, 2009; Singh et al., 2009).  
Organisations hence require increased capacity in their project management skills, 
better business processes, and governance as well as improved senior management 
support and involvement for any IT project to succeed  (Liu, Zhang, Keil, & Chen, 
2010; Singh et al., 2009). Other factors which contribute to IT project success include 
better communication, management of user expectations, project team competencies, 
effective project management, team motivation, projects yielding high value for the 
organization and its customers, transparency, as well as certainty on the expectations 
of what the success of a project is constituted of (Davis, 2017; De Bakker, Boonstra, & 
Wortmann, 2010; Pankratz & Basten, 2018; Papke-Shields, Beise, & Quan, 2010; 
Yang, Huang, & Wu, 2011). A data migration project is a type of IT project, and as 
such is well encapsulated under the IT project umbrella (Badrinarayanan, Krishnan, & 
Andireddi, 2017; Idu, 2012; Makad, 2017; Thalheim & Wang, 2013). According to Idu 
(2012), data migration projects are rare, and relatively more complex than other IT 
projects. This is expected to be the same in Africa, and South Africa, where this study 
is situated (Idu, 2012).  
1.2 Views on IT Project Success 
IT project success has been traditionally defined as any project which has been 
completed (1) within the specified time, (2) within the budget, and (3) to the satisfaction 
of the end-user expectations of that project (De Bakker et al., 2010; Malach-Pines, Dvir, 
& Sadeh, 2009).  There is a recurring debate as to whether the aforementioned 
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definition is sufficient due to various factors which can give rise to a project being over-
budget or taking longer than anticipated to complete, especially if the specifications are 
all attended to and the intended outcome is realised (Ika, 2009; Malach-Pines et al., 
2009). To this end, Ika (2009) and Papke-Shields et al. (2010) argue that the three 
traditional measures of project success are incomplete and misleading. They suggest 
that other considerations needed to be added to the list of success criteria including 
stakeholder satisfaction. The stakeholders whose perceptions matter as far as the IT 
project is concerned include senior management, project sponsors, investors, suppliers, 
and customers (Davis, 2014; Mir & Pinnington, 2014). Further, IT projects/data 
migration projects differ in size and complexity and are generally unique. An absolute 
and universal definition of what constitutes project success would be infeasible, and 
various industries have different points of view as far as IT project performance is 
concerned within the IT arena (Mir & Pinnington, 2014; Serrador & Turner, 2015). 
Some make a clear distinction between project management success which is the 
traditional measurement of project success based on time, budget, and 
performance/quality, versus the actual project success which is measured by the level 
of satisfaction with the IT project of the above-mentioned stakeholders (Mpazanje, 
Sewchurran, & Brown, 2013; Radujković & Sjekavica, 2017; Sebestyen, 2017; 
Serrador & Turner, 2015). According to Mpazanje et al. (2013), project objectives may 
not necessarily be static, and in some instances what determines success may be unclear 
at the beginning of the project which allows flexibility as far as the scope is concerned. 
Mpazanje et al. (2013) also found that there was a need to have project objectives 
defined upfront which would necessitate stakeholder commitment and involvement, 
even though these do not necessarily need to be prescriptive. 
1.3 Research Motivation 
There is much emphasis in literature on success factors as well as success criteria, and 
not much work has been published on the relationships between them - there exists a 
‘black box’ regarding the relationship between success factors and success criteria 
(Pankratz & Basten, 2018). According to Pankratz and Basten (2018), a mechanism is 
a link between success criteria and critical success factors, and it facilitates the 
relationship and thus acts as the mediator or the core which ultimately gives rise to IT 
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project success. This ‘black box’ restrains practitioners from implementing effective 
measures as far as influencing success criteria. The ‘mediating’ effects between critical 
success factors and success criteria may provide clarity on the nature of their 
relationships, but remain unexplored and thus limits the comprehension of mechanisms 
underlying IS project success (Pankratz & Basten, 2018; Radujković & Sjekavica, 
2017). The ‘black box’ between the input measures (success factors) and output 
measures (success criteria) of IS project success is illustrated in Figure 1 below 
(Pankratz & Basten, 2018; Radujković & Sjekavica, 2017; Sebestyen, 2017). It was 
discovered that there are limited sources of literature and studies conducted which seek 
to uncover and examine the relationship between success criteria and critical success 
factors, and thus this study further explores the connections in order to propose a 
enriched model based on the research findings below. 
Figure 1: The Black Box of IS Project Success Mechanisms (Pankratz & Basten, 2018). 
It is against this background that the study will try to understand the relationship 
between success measures used in the project, the critical success factors as well as 
mechanisms as proposed by Pankratz and Basten (2018). 
4 
1.4 Research Objective 
The purpose of this study is to explore success factors, success criteria, and mechanisms 
and how they relate to enable IT project success. As such the objectives of this study 
include: 
 To identify and discuss the role played by success criteria (output variable) in an IT
project;
 To identify and discuss the role played by success factors (input variables) in an IT
project;
 To identify and discuss the role played by mechanisms and their impact thereof in
an IT project; and
 To identify, investigate, and explore the interrelationships between the
aforementioned constructs and how they impact the success of an IT project.
1.5 Dissertation Layout 
The research consists of eight chapters and these chapters will be described below: 
 Chapter one outlines the introduction, research overview, and background, in
addition to addressing the research question.
 Chapter two sets out the literature review conducted which ultimately leads to
the theoretical model which was utilised for data collection.
 Chapter three provides the research methodology followed.
 Chapter four sets out the research findings from the thematic analysis
conducted.
 Chapter five provides a discussion of the findings in relation to the literature
review and the implications thereof.
 Chapter six provides the conclusion, the study limitations, as well as
recommendations for future research.
 A list of all references used as the compilation of the empirical reports.





Chapter 2: Literature Review 
2.1 Literature Review Methodology 
As suggested by Oosterwyk et al. (2019) the study searched firstly the basket of eight 
journals of the Association for Information Systems (AIS), as well as other relevant 
journals including the Project Management Journal, the International Journal of 
Operations and Production Management, the International Journal of Project 
Management, and the Information & Management Journal. In addition to the 
aforementioned journals there were other sources considered which included 
conferences that contained relevant information on the subject matter, and some 
thought leaders within the IS discipline. Various search terms were considered and used 
to search through these sources of literature, including keywords such as “IT project 
success”, “IS project success”, “data migration project success”, “IT project 
performance”, and “project management success”. The period under the review 
specified was journals from 2008 to 2019 to ensure that a ten-year runoff was 
sufficiently covered. The initial analysis of the search based on the terms alluded to 
above yielded over 200 articles. The results were refined to select only the relevant 
sources and eliminated any sources which provided broad results based on other topics 
that were not part of the subject matter of this study. The various sources of literature 
used are reported in Appendix A. 
2.2 Success Criteria 
This section will discuss the success criteria variables as identified in literature as far 
as IT project success is concerned. These criteria are project management success, non-
functional requirements, customer satisfaction, other stakeholders’ requirements, and 
organisational benefits, and each will be discussed in turn. 
2.2.1 Project Management Success as the Project Triangle 
IT project success is typically measured in terms of the project triangle viz. sticking 
with the agreed budget, completing the project within the specified timeframe, and 
ensuring that the functionality and specifications which have been set upfront are all 





project success criteria generally changes over time, depending on the stakeholder, and 
their respective needs at a certain point in time (Davis, 2017; Joslin & Müller, 2015; 
Serrador & Pinto, 2015).  
2.2.2 Non-Functional Requirements 
There are often non-functional requirements in IT projects that need to be clearly 
defined from the onset, and closely monitored to ensure that there is coherence with 
deliverables the project team is producing (Pimchangthong & Boonjing, 2017; 
Radujković & Sjekavica, 2017; Sebestyen, 2017). There is no consensus as far as the 
definition of non-functional requirements (Chung & do Prado Leite, 2009; Pavlovski 
& Zou, 2008). However, there is some agreement that non-functional requirements are 
important to the success of any IT project (Chung & do Prado Leite, 2009; Pavlovski 
& Zou, 2008). Non-functional requirements refer mainly to constraints of an IT project 
and/or ‘soft’ goals that an IT project has to deliver on, notwithstanding the main goals 
or objectives to be delivered (Pavlovski & Zou, 2008). Non-functional requirements 
are generally difficult to track, monitor, and measure before the delivery of an IT project 
(Chung & do Prado Leite, 2009). According to Sebestyen (2017), success criteria 
should consider the inclusion of factors connected to the sustainability of the project in 
instances where the end product produced is operational or commercially viable.  
2.2.3 Customer Satisfaction  
One of the most important project success criteria is customer satisfaction (Mazur et 
al., 2014; Sebestyen, 2017). Pankratz & Basten (2018) argue that there are multiple 
studies conducted as far as the relationship between customer satisfaction and IT project 
success is concerned, but that there is no consistent definition of customer satisfaction 
with IT projects. 
2.2.4 Other Stakeholders’ Requirements 
IT project success measurement needs to encompass a more inclusive and holistic 
approach to consider all stakeholders’ requirements (McLeod, Doolin, & MacDonell, 
2012; Savolainen, Ahonen, & Richardson, 2012). Proper consideration must be given 





success, and the relevance of certain stakeholders (McLeod, Doolin, & MacDonell, 
2012; Savolainen, Ahonen, & Richardson, 2012). 
2.2.5 Organisational Benefits 
Organisational benefits generally encapsulate three main criteria viz. the organisation’s 
profitability, its people (human capital), and the environment in which it operates. It is 
thus important for organisations to consider the aforementioned factors before 
embarking on an IT project (Joslin & Müller, 2015; Sebestyen, 2017). Human capital 
is the biggest asset any organisation possesses (Sebestyen, 2017). Human capital 
development is often sidelined when considering the success criteria of projects. One 
of the reasons for this is the fact it is not easily measurable like most of the technical 
aspects, and thus there is generally less research conducted on this subject relative to 
traditional factors (Joslin & Müller, 2015; Sebestyen, 2017).  
Success Criteria as identified from various sources of literature 
Success Criteria References 
Project management criteria 
(Time, Cost, Scope) 
Pimchangthong & Boonjing, 2017; Radujković & 
Sjekavica, 2017; Sebestyen, 2017 
Non-functional requirements Joslin & Müller, 2015; Sebestyen, 2017 
Customer satisfaction Mazur, Pisarski, Chang, & Ashkanasy, 2014; 
Sebestyen, 2017; Serrador & Pinto, 2015 
Other stakeholders' 
requirements 
Berssaneti & Carvalho, 2015; Joslin & Müller, 2015; 
Serrador & Turner, 2015 
Organisational benefits Berssaneti & Carvalho, 2015; Joslin & Müller, 2015; 
Serrador & Turner, 2015; Sebestyen, 2017 
Table 1: Success Criteria as identified from various sources of literature 
2.3 Success Factors 
There has been a considerable amount of work published as far as IT project success 
factors are concerned. Significant success factors include good project management, 





governance, and team competence (Pankratz & Basten, 2018). This section will set out 
and discuss these success factors as they are presented in literature. It is also noted that 
while many of these success factors allude to IT projects in general, caution needs to 
be exercised as IT projects are not homogeneous, e.g. data migration projects generally 
have characteristics and complexities different to other IT projects (Makad, 2017; 
Moeini & Rivard, 2018; Oracle, 2011). There is generally no consensus of a finite and 
universal set of IT project success factors, and this does not surprise some researchers 
due to the subjective manner in which IT project success is often measured (Idu, 2012; 
Pankratz & Basten, 2018; Serrador & Pinto, 2015; Thalheim & Wang, 2013).  
2.3.1 Project Management 
Project management is one of the most researched topics in the IT arena, whether in 
general or specifically looking at data migration projects. Project management 
guidelines and principles are generally universal (De Bakker et al., 2010; Malach-Pines 
et al., 2009; Yang et al., 2011). A detailed project plan encapsulates a whole range of 
sub-constructs which include the roles of a project manager and a project sponsor (De 
Bakker et al., 2010; Malach-Pines et al., 2009; Mir & Pinnington, 2014; Yang et al., 
2011). A project plan generally includes project risk and governance, the budget 
required, a communication plan, an indication of the start and the end date of each 
deliverable, and who will sign-off on those deliverables (De Bakker et al., 2010; 
Malach-Pines et al., 2009; Mir & Pinnington, 2014; Yang et al., 2011).  
2.3.1.1 Project Manager 
The role of a project manager is to facilitate the communication channels between all 
the stakeholders involved in a project and ensure that issues identified are resolved and 
include the project sponsor and/or owner where applicable. Further a project manager 
is meant to motivate the project, and ensure all resources required for the success of the 
project are available (De Bakker et al., 2010; Malach-Pines et al., 2009; Mir & 
Pinnington, 2014; Yang et al., 2011). A project manager is typically the steering force 
behind any project, and that includes drawing up a plan which addresses resource 
management, from human capital to actual materials or tools used in the project (Mir 
& Pinnington, 2014). Further, a project manager and/or project sponsor need to form 





to help them to get the required resources when needed (Davis, 2014; Mir & Pinnington, 
2014). 
2.3.1.2 Project Sponsor 
Customer needs and/or requirements should always be a major consideration before 
embarking on any project as it may have an undesirable impact on them resulting in 
loss of revenue in the short term, medium-term, and possibly long term (Lam, Sleep, 
Hennig-Thurau, Sridhar, & Saboo, 2017; McLeod, Doolin, & MacDonell, 2012). The 
project sponsor is a pivotal role in project success or failure, as the role ensures that the 
project manager and the project team have the necessary tools and resources to achieve 
the set mandate(s) (McLeod et al., 2012; Radujković & Sjekavica, 2017). Further, the 
project sponsor typically approves budgets and signs off on several 
milestones/deliverables in a project (McLeod et al., 2012; Radujković & Sjekavica, 
2017). Project sponsors also ensure that the business needs, as well as customer needs, 
are aligned to the objectives of an IT project (McLeod et al., 2012). A project sponsor 
should typically be a senior executive within the business, not necessarily a senior 
executive from an IT department. The sponsor also ensures IT-business alignment is 
considered and that business drives IT-related projects as part of a unified strategy 
(Davis, 2014; Taherdoost & Keshavarzsaleh, 2016). Project sponsors are generally the 
main people concerned with the survival/success of a project, and thus can escalate 
matters to relevant personnel and/or departments for urgent actioning where required, 
and address any other stakeholder concerns which may arise (McLeod et al., 2012; 
Nixon, Harrington, & Parker, 2012). 
2.3.1.3 Resources Management 
Resource management addresses the need for certain resources to achieve the success 
of the IT project (Davis, 2014; Mir & Pinnington, 2014; Todorović, Petrović, Mihić, 
Obradović, & Bushuyev, 2015). Resource management also includes procurement as 
well as human resource management, and the project manager will be central in 
ascertaining all relevant information and crafting a concrete story which will be 
presented to senior management, and to the projects office where applicable (De Bakker 





2.3.2 Team Factors 
Team competence and skills are among the main critical success factors (Davis, 2014; 
Radujković & Sjekavica, 2017; Todorović et al., 2015). Team competence alludes to 
the project team members’ competence as well as their motivation. Competence also 
creates transparency in general (Davis, 2014; Pankratz & Basten, 2018; Radujković & 
Sjekavica, 2017). Team competence is capacitated by ensuring that team development 
is encouraged, and various specialised skills that are available in an IT project (e.g. data 
migration project) (Davis, 2014; Serrador & Turner, 2015). There are other material 
factors to consider which have a positive impact on team competence, and these include 
team building events, reward and recognition, consideration of cultural differences and 
practices, and time-off after certain long-stretched deliverables (Davis, 2014; Serrador 
& Turner, 2015).  
2.3.3 Senior Management  
Senior management support is one of the main enablers of IT project success as they 
ultimately approve budgets, resource allocation, and can resolve red flags that pose a 
threat to the success of a project (Davis, 2014; Mir & Pinnington, 2014; Nixon et al., 
2012; Pankratz & Basten, 2018). However, weak senior management support does not 
necessarily lead to IT project failure (Ngwenyama & Nørbjerg, 2010). When project 
teams are strong as far as skills and competencies are concerned and alliances are 
formed between stakeholders success is still possible (Ngwenyama & Nørbjerg, 2010). 
Project teams have well-established relationships and networks within their 
organisations and/or externally generally thrive without much intervention from senior 
management (Davis, 2014; Nixon et al., 2012). It has been also noted that a strong 
project manager, and a project team’s commitment and desire to succeed also 
necessitate IT project success without much involvement from senior management 
(Ngwenyama & Nørbjerg, 2010).  
It is also noted that part of the reason it is important to create interaction between the 
project sponsor and senior management is to ensure that there is no conflict between 
the objectives of each of these stakeholders (Langer, Slaughter, & Mukhopadhyay, 





of the project and ensuring it delivers on its set mandate (Nixon et al., 2012). 
Meanwhile, senior management is concerned about ensuring that the project achieves 
the business objectives, and strategic benefits are realised by the organisation (Davis, 
2014; McLeod et al., 2012; Nixon et al., 2012). According to Davis (2017), there is 
usually some misalignment between the perceptions of IT project success between 
senior management, the project team members, and other stakeholders. It is the 
responsibility of the project sponsor/owner to ensure that any misalignment is 
addressed and resolved before the start of any project (Maqbool, Sudong, Manzoor, & 
Rashid, 2017; Taherdoost & Keshavarzsaleh, 2016). Ideally, a project sponsor is in 
senior management which means that they are well-positioned to facilitate such high-
level discussions (Radujković & Sjekavica, 2017). Management attention and support 
leads to management commitment to a project (Pankratz & Basten, 2018). 
2.3.4 Organisational Factors 
Several organisational success factors were identified which will be discussed in the 
following sections below viz. communication, organisational culture, training, and 
development.  
2.3.4.1 Communication 
Communication is the process of distributing information to other stakeholders who 
form part of the same project team (Yang et al., 2011). Effective communication is one 
of the most significant success factors as it is a means of providing constant feedback 
from the various stakeholders involved in an IT project (Papke-Shields et al., 2010). 
Consequently, a good communication plan has to be drawn up and incorporated into a 
project management plan (Maqbool et al., 2017; Papke-Shields et al., 2010). 
Communication also links to the achievement of some of the other success factors such 
as clarity, and transparency (Maqbool et al., 2017; Papke-Shields et al., 2010). The level 
of communication can also be seen by the level at which team members and/or other 
stakeholders exchange thoughts, ideas, opinions with others to ensure smooth 
completion of the project mission (Maqbool et al., 2017; Yang et al., 2011). Effective 
communication is precipitated by good leadership, which helps achieve high 
performance, and boosts team morale (Khatavakhotan & Ow, 2012; Maqbool et al., 





proper action is taken to address concerns that arise during an IT project. Risk 
mitigation strategies are explored and the best one is implemented and communicated 
to relevant stakeholders (Khatavakhotan & Ow, 2012; Maqbool et al., 2017; Stoica & 
Brouse, 2013; Yang et al., 2011).  
2.3.4.2 Culture 
One of the most overlooked success factors is organisational culture (Radujković & 
Sjekavica, 2017). Project managers and/or other stakeholders have to be mindful of 
existing cultural practices that have been entrenched in organisations and ensure that 
the planning and execution of the project do not necessarily conflict with such norms. 
Buy-in from the project sponsor, senior management, and other relevant stakeholders 
helps to alleviate any conflicts (Davis, 2017; Pimchangthong & Boonjing, 2017; 
Radujković & Sjekavica, 2017). Organisational culture also pertains to ensuring that 
different cultural and/or religious beliefs are respected and taken into account as part of 
the planning and strategy sessions, as this promotes human dignity as well as 
understanding and acknowledgment of each person’s beliefs (Pimchangthong & 
Boonjing, 2017; Radujković & Sjekavica, 2017). IT projects are not ‘culture’ neutral, 
which further reiterates the point that culture plays a pivotal role in the success of IT 
projects (Geeling, Brown, & Weimann, 2017). Humans generally influence methods in 
which IT projects are implemented, thus creating various perspectives that are informed 
by culture (Geeling et al., 2017). Culture plays a role in various phases of an IT project 
thus reiterating the strong relationship between culture and the success or failure of an 
IT project (Geeling, Brown, & Weimann, 2019).  
2.3.4.3 Training and Support 
One of the most important success factors is training and support in an IT project. The 
costs associated with this success factor generally vary depending on the size of the 
project and/or organisation (De Bakker et al., 2010). Project managers must be 
cognisant of the fact that learning how to utilise a relatively newer system may take 
longer (De Bakker et al., 2010; Mazur, Pisarski, Chang, & Ashkanasy, 2014). Project 
managers and change managers need to take into account the type of common skill sets 





adapt in a changing environment with newly developed or enhanced systems (De 
Bakker et al., 2010; Mazur et al., 2014; Papke-Shields et al., 2010).   
2.3.4.4 Human Capital  
Human capital encapsulates flexibility and ambition, verbal abilities, confidence, and 
leadership to mention a few (Sebestyen, 2017). Human capital generally focuses 
attention on different cultural backgrounds and leadership styles which can create 
complexities in certain circumstances, and organisations need to be mindful of these 
intricacies (Mazur, Pisarski, Chang, & Ashkanasy, 2014; Sebestyen, 2017; Serrador & 
Pinto, 2015). 
2.3.5 Risk Management 
According to Sebesten (2017), risk management is the art and science of identifying, 
analysing, and responding to risk(s) uncovered throughout the various life cycles of a 
project. Project risk management typically involves the identification of all potential 
problems in a consolidated risk management plan, and how they might obstruct or 
hinder project success (Radujković & Sjekavica, 2017; Sebestyen, 2017). Risk 
management generally consists of four phases viz. risk identification, risk assessment, 
risk planning, as well as risk monitoring (Sebestyen, 2017). The four phases include 
qualitative and quantitative risk analysis as part of a more inclusive and complete 
process (Pimchangthong & Boonjing, 2017; Radujković & Sjekavica, 2017). It has 
been identified that the magnitude of a risk management plan is directly related to the 
size of the IT project embarked on and/or the size of the organisation (Pimchangthong 
& Boonjing, 2017; Radujković & Sjekavica, 2017).  
2.3.6 Governance 
The lack of or inadequate organisational/IT governance can contribute to project 
success or failure, and thus organisations need to have strong policy frameworks, which 
are implemented as part of their strategy and thus constantly monitored (Mir & 
Pinnington, 2014). Governance also involves the process of investigating or 
establishing business processes to ensure coherence and collaboration between 





Zawawi, Yusof, & Aris, 2014; Pimchangthong & Boonjing, 2017; Radujković & 
Sjekavica, 2017). 
2.3.7 Business Process Management 
Business process management (BPM) generally has a positive impact on IT project 
success and thus should be regarded as one of the success factors (Schierholz & Al‐
Mudimigh, 2007; Žabjek, Kovačič, & Štemberger, 2009). The realisation of business 
process management relies on the existence of a process owner who typically needs to 
be someone who is in top management to ensure alignment to business strategy and 
provide the necessary leadership (Schierholz & Al‐Mudimigh, 2007; Žabjek et al., 
2009). Process identification and documentation is also an important consideration as 
this is meant to provide a roadmap of core business processes (Schierholz & Al‐
Mudimigh, 2007; Žabjek et al., 2009). This enables organisations to provide a future 
operating model through process reengineering (Schierholz & Al‐Mudimigh, 2007; 
Žabjek et al., 2009). The process of identification and documentation is regarded as 
critical as it will impact every employee in the organisation as far as their unit tasks are 
concerned (Schierholz & Al‐Mudimigh, 2007; Žabjek et al., 2009).  It is thus important 
for an organisation to be cognisant of the impact, and take the necessary steps to manage 
these organisational changes, and communicate effectively (Alias, Zawawi, Yusof, & 
Aris, 2014; Pimchangthong & Boonjing, 2017). A summary of the success factors 














Critical Success Factors References 
Project Management Factors (Project 
Plan, Project Manager, Project 
Sponsor, Resource Management, 
Project Risk) 
Davis, 2014; Ika, 2009; Pankratz & 
Basten, 2018 
Team related factors (Skills and 
Competencies,  Morale, Reward and 
Recognition) 
Pankratz & Basten, 2018; Papke-Shields 
et al., 2010 
Senior Management Factors Davis, 2014; Ika, 2009; Pankratz & 
Basten, 2018 
Organisational Factors 
(Communication, Culture, and 
Training and Development) 
Makad, 2017; Moeini & Rivard, 2018; 
Oracle, 2011 
Risk Management Pimchangthong & Boonjing, 2017; 
Radujković & Sjekavica, 2017 
Governance Mir & Pinnington, 2014; Alias, Zawawi, 
Yusof, & Aris, 2014; Pimchangthong & 
Boonjing, 2017; Radujković & 
Sjekavica, 2017 
Business Process Management Schierholz & Al‐Mudimigh, 2007; 
Žabjek, Kovačič, & Štemberger, 2009; 
Alias, Zawawi, Yusof, & Aris, 2014; 
Pimchangthong & Boonjing, 2017; 
Radujković & Sjekavica, 2017 






There is one central mechanism viz. project-related motivation that is regarded as 
paramount to the success of IT projects, and it is supported by several success factors 
(Pankratz & Basten, 2018; Pimchangthong & Boonjing, 2017). The significance of this 
central mechanism is evidenced by the fact that it emerged to be the most common 
mechanism from several sources of literature (Pankratz & Basten, 2018; 
Pimchangthong & Boonjing, 2017; Radujković & Sjekavica, 2017; Taherdoost & 
Keshavarzsaleh, 2016). There is a clear distinction between project-related motivation 
and general team motivation - the former pertains to the actual project, its fundamental 
rationale, and the urgency necessary to achieve its goals/objectives, while the latter is 
concerned with the team’s motivation in achieving its given tasks or deliverables in the 
given environment or industry that it operates under (Pankratz & Basten, 2018; 
Taherdoost & Keshavarzsaleh, 2016; Todorović et al., 2015). There is an opportunity 
for further studies to be conducted as far as mechanisms are concerned, as literature 
generally discusses the critical success factors, and often separately, success criteria 
(Pankratz & Basten, 2018; Taherdoost & Keshavarzsaleh, 2016; Todorović et al., 
2015).  
2.5 Modified Black Box Model 
Figure 2 below shows a consolidated view of findings from literature, with project 
management, senior management support, team factors, organisational factors, BPM, 
and risk and governance factors as the input variables (success factors). Risk 
management emerged as one of the success factors key to the success of IT projects 
(Pimchangthong & Boonjing, 2017; Radujković & Sjekavica, 2017). Similarly, 
governance was noted as an important success factor as it guides how certain decisions 
will be made, and also considers who will make the decisions (Alias et al., 2014; Mir 
& Pinnington, 2014; Pimchangthong & Boonjing, 2017; Radujković & Sjekavica, 
2017). Another success factor that emerged included business process management 
(Pimchangthong & Boonjing, 2017; Radujković & Sjekavica, 2017; Schierholz & Al‐





are deemed as inheriting the characteristics discussed above (Idu, 2012; Pankratz & 
Basten, 2018; Serrador & Pinto, 2015; Thalheim & Wang, 2013). 
The project-related motivation mechanism is at the core of the project and acts as the 
link between the input variables and the output variables. 
Customer satisfaction, non-functional requirements, other stakeholders’ requirements, 
as well as organisational requirements were identified to be the output variables 
(success criteria).  
 
Figure 2: Modified Black Box of IS Project Success Mechanisms (Mazur et al., 2014; 
McLeod et al., 2012; Mir & Pinnington, 2014; Nixon et al., 2012; Pankratz & Basten, 
2018; Radujković & Sjekavica, 2017; Sebestyen, 2017; Serrador & Turner, 2015; 
Taherdoost & Keshavarzsaleh, 2016). 
2.6 Gaps in Literature 
The section below will discuss the gaps identified in literature about IT project success. 
There are many studies in literature that have been conducted as far as IT project 
success is concerned. A considerable number of studies cover critical success factors 
and separately a number focus on success criteria measures. Mechanisms, as introduced 





occurs between success criteria measures as well as critical success factors is little 
known. This necessitates combining and consolidating all the three major themes and 
investigate the link between them which ultimately leads to IT project success. The 
distinctness and complexity of some IT projects such as data migration projects 
sometimes create difficulty for studies to be conducted on such subject matter, which 
means there are relatively limited studies or cases to be used as the basis for reference 
and/or ‘best practices’. 
It has been also identified that many studies limit the focus to project management 
success criteria such as cost, time, and scope which are traditionally used to measure 
IT project success. The success of an IT project is a subjective matter, which results in 
different views and perspectives as far as whether a project truly succeeded or failed. 
South Africa is a middle-income developing economy with the potential to be a key 
source of knowledge based on experiences and diverse sectors of the economy, and IT 
is one of those sectors. It is thus beneficial that more studies are conducted to provide 
more knowledge and an academic research footprint especially on unique studies where 






Chapter 3: Research Methodology 
The section below will set out the research methodology which was followed when 
conducting this study, with a specific focus on philosophical stance, the approach to 
theory, the research strategy, as well as sampling which are discussed in ensuing 
sections below. 
3.1 Philosophy 
Interpretive research aims to derive an understanding of the context of the social world, 
which allows for understanding why IT projects succeed by exploring the relationships, 
and interactions between critical success factors, mechanisms, and success criteria 
(Pankratz & Basten, 2018; Walsham, 2018). Further, interpretive research is ideal when 
dealing with perceptions of power relationships and politics as participants in the study 
tend to be cautious when expressing their opinions and/or views on certain matters 
should the study be more formally written. Interviews are arguably the best means to 
conduct an analysis of this nature as it will be more interactive to obtain the best 
possible reasons why IT projects succeed (Walsham, 2018). 
3.2 Approach to Theory 
This research is inductive in the sense that while it utilised the Black Box Mechanism 
model to guide data collection, it allowed for the construction of a new model that is 
specifically applicable to the case based on observations and conclusions drawn from 
the case study.  
3.3 Timeframe  
The research time horizon was cross-sectional as the research focused on the project 
team’s reflection, views, and explanation at a particular point in time of the project 
journey. 
3.4 Strategy  
The strategy adopted for this study was a single case study as it offers a more in-depth 
analysis of a single project and thus was able to get to a deeper understanding of 





as they seek to establish why data migration projects succeed. Perspectives from a wide 
range of audiences such as the project team, executive management, and project 
sponsors were obtained. Their views and perceptions about the data migration project 
differed and follow-up questions and elaborative responses needed to be considered, 
which is why a survey would not have been suitable for this type of study. Appendix K 
contains the detailed questions used in the semi-structured interviews for ease of 
reference.  
3.5 Case Selection 
Case selection and validity of the results of the study are determined by the subject 
matter knowledge and data gathering techniques employed by the researcher during a 
qualitative study (Plümper, Troeger, & Neumayer, 2010). Further, it is affirmed that 
qualitative studies typically deal with a relatively small sample size as far as cases are 
concerned (Plümper et al., 2010). The researcher has a vast knowledge of the subject 
matter as he played an active role in the project from time to time, and hence his 
knowledge, subjective as it may be, has aided in improving the data gathering process, 
as well as analysis as proposed by Plümper et al. (2010). 
3.6 Target Population  
The target population in the case is the data migration project team, project sponsor, 
project manager as well as data platform managers as they were actively involved in 
the project of migrating data from different platforms.  
3.7 Sampling Strategy 
Sampling is one of the core components of qualitative research in relation to data 
collection and analysis (Robinson, 2014). Further, a single case study was utilized as 
the research strategy, and sample sourcing was considered as far as the research 
participants were concerned to avoid bias, and ensure any ethical considerations were 
also accounted for as per best practices (Robinson, 2014). The sample size is 
determined by theoretical and practical considerations around the research study 
(Robinson, 2014). A single case study is typically selected due to its uniqueness, and 





environment (Robinson, 2014). To this end, this study conducted semi-structured 
interviews with the team involved in the project, which included the project sponsor, 
project manager, technical experts, testers and any other identified relevant personnel. 
Table 3 below shows the profile and the years of experience of the project team 
involved in the data migration.  
Code Organisational Role Year of Experience 
CTS Claims Technical Specialist 5 years 
DMTS Data Migration Technical Specialist 27 years 
PA Project Administrator 1 year 
PSPM Project Sponsor/Project Manager 30 years 
SAM Systems Admin. Manager 15 years 
SPM Strategic Program Manager 25 years 
TLCC Team Leader: Call Centre 20 years 
TLMRM Team Leader: Medicine Risk Management 11 years 
Table 3: The participants’ profiles and years of experience. 
The codes depicted in Table 3 above will be utilised during the data analysis and 
reporting thereof in this study. CTS was responsible for the system set up as well as 
testing some components of the system to ensure alignment between the source system 
as well as the target system. DMTS was responsible for the actual execution of the data 
migration and had to liaise with other team members to ensure everyone understood 
what was expected of them, even those who worked from other offices. PA was tasked 
with assisting the project manager in ensuring the smooth delivery of the project as 
efficiently and cost-effectively as possible, which meant the setting up of meetings, 
keep track of items to do, and ensuring follow up with relevant stakeholders and 
communication of the project as a whole. PSPM was initially the project sponsor for 
the data migration project due to the vast amount of experience in IT projects and data 





migration) in relation to project managers, PSPM was then requested to take over as 
the project manager since they could not find a suitable replacement.  
SAM was the systems admin manager responsible for providing technical support to 
the project as the main custodian of System B (see Table 5). SAM was also responsible 
for sign-off on the testing aspect of the project, advising the overall business as far as 
the status on the technical aspects of the project, and also providing guidance to the 
team as far as how some of the complex matters should be dealt with in consultation 
with PSPM. SPM was tasked with the overall project delivery which included sign-off 
on budgets, timelines for deliverables, stakeholder management including clients, the 
executive committee, and the board of directors, as well as project risks and scope. 
TLCC was responsible for the call centre management which ultimately dealt with all 
the complaints as a result of the data migration from clients, providers, and/or other 
stakeholders as a result of incorrect processing of a claim and payment thereof, as well 
as other general client maintenance issues such as changes of bank accounts, personal 
information among others. TLMRM was responsible for ensuring that a component of 
the migration occurred smoothly and seamlessly, and this included the migration of 
client plans, as well as authorisations thereof, and testing these against the source data.  
3.8 Data Analysis Procedure 
Thematic analysis is defined as a method for identifying, analysing, and reporting 
patterns (themes) within a set of data (Braun & Clarke, 2006). Further, it organizes and 
describes data in detail for analysis (Braun & Clarke, 2006). This study is qualitative 
and thus was analysed through a thematic approach as it provided a platform for 
capturing and formulating conclusions from qualitative data, and also considers factors 
that were not accounted for as priority from the onset The objective of thematic analysis 
is to analytically examine and take account of events emanating from real life, and 
break them up into relatively smaller units of text or content and label them 
(Vaismoradi, Turunen, & Bondas, 2013).  
Computer-assisted qualitative data analysis software (CAQDAS) helps researchers to 
accurately and transparently provide a picture of the data whilst also producing an audit 





(Welsh, 2002). Version 12 of Nvivo, a CAQDAS available to UCT for research use 
purposes, was utilised to process, organise, and analyse the transcription of data 
improving transparency and methodology (Welsh, 2002). 
Appendices B to E contain the detailed Nvivo coding conducted on the data collected, 
using the 15-point steps and/or checklist referred to in Table 4 below. The data was 
collected through the use of a single case study by employing semi-structured 
interviews. The data was then transcribed and a thematic analysis was conducted to 
enable the transcribed data to produce themes that emerged during the semi-structured 
interviews. The various themes which emerged in the analysis were then grouped in 
accordance with the modified model discussed above in section 2.4, and the results 
were compared against this model, and findings were then reported accordingly.  
Appendix B shows the main themes which emerged in the thematic analysis. Appendix 
C shows the sub-themes which also emerged in the analysis. Appendix D shows the 
roles and responsibilities of the various research participants, and Appendix E shows 
the overall project mind map graphically showing the key themes are structured and 
main contributors thereof.  
Table 4 below shows a 15-point checklist for a good thematic analysis as proposed by 
Braun and Clarke (2006), and this was utilised as a guideline for the data analysis. 
PROCESS NO DESCRIPTION 
Transcription 
1 
The data have been transcribed to an appropriate level of detail, 








Themes have not been generated from a few vivid examples (an 
anecdotal approach), but instead, the coding process has been 
thorough, inclusive, and comprehensive. 
 4 All relevant extracts for all each theme have been collated.  
 
5 
Themes have been checked against each other and back to the 





PROCESS NO DESCRIPTION 
 6 Themes are internally coherent, consistent, and distinctive.  
Analysis 
7 
Data have been analysed - interpreted, made sense of - rather 
than just paraphrased or described. 
 
8 




Analysis tells a convincing and well-organised story about the 
data and topic.  
 
10 
A good balance between analytic narrative and illustrative 
extracts is provided.  
   
Overall 
11 
Enough time has been allocated to complete all phases of the 





The assumptions about, and specific approach to, thematic 
analysis are explicated. 
 
13 
There is a good fit between what you claim you do, and what 
you show you have done – i.e. described method and reported 
analysis are consistent. 
 
14 
The language and concepts used in the report are consistent 
with the epistemological position of the analysis. 
 
15 
The researcher is positioned as active in the research process; 
themes do not just ‘emerge’. 
Table 4: A 15-point checklist of steps to follow for good thematic analysis (Braun & 
Clarke, 2006, p. 16). 
 
 
Table 5 below shows the various codes which were utilised during the data analysis and 






System A Source System 
System B Target System 
Entity A The Main Holding Entity 
CIO Entity A’s Chief Information Officer 
CEO Entity A’s Chief Executive Officer 
Client A The Main Client whom the migration was done for 
PO The Principal Officer for Client A 
Location A The location where most of the project team and Client A was situated 
Location B The location where few of the project team members were located 
Project X 
The data migration which occurred earlier which was deemed as a dismal 
failure by Entity A 
Table 5: The various codes used in Nvivo which will be utilised in the case study. 
3.9 Ethics and Confidentiality 
The researcher was employed by the organisation where this study was conducted, and 
the company embarked on a data migration project. Further, the researcher had a close 
working relationship with most of the project team members. Permission to interview 
project team members, project sponsor, as well as other executives who were actively 
involved in the decision to migrate the data from different platforms was obtained from 
the project sponsor, and an agreement was reached that the names of the interviewees, 
as well as the name of the organisation, were to be kept anonymous. The researcher 
completed the required Commerce Faculty Ethics Form, which was subsequently 
approved by the Ethics Committee. Appendices F to J contain the relevant information 
as far as Ethics Application, and approval thereof. Table 7 shows the appendices which 
pertain to the Ethics Approval process. 





F UCT Ethics Application 
G UCT Ethics Approval 
H UCT Cover Letter to the request for conducting interviews 
I Management Consent to conduct interviews 
J Participant Consent to conduct participate in interviews 






Chapter 4: Findings 
The section below will set out the research findings from the thematic analysis 
conducted using Nvivo as outlined in the Data Analysis section above. Further, the 
structure of the findings is based on the modified Black Box Model of IT projects, the 
theoretical framework which was utilised to guide the data collection process, and also 
to take into account any additional factors and/or measures that were not initially 
accounted for in the constructed model.  
4.1 Case Study Background 
Entity A is a holding company for one of the biggest insurance corporations in South 
Africa. There was a merger between two organisations and after the merger, Entity A 
acquired another smaller company as part of its expansion in the market. These mergers 
and acquisitions resulted in misalignment of strategies, business processes as well as 
overall operations in terms of how the whole entity serviced its clients across all three 
different units. As part of the alignment of strategy, it was agreed by the leadership that 
one of the important projects to embark on was to migrate all their client data into a 
single repository which would allow them to service clients better, draw actionable 
insights from the combined data, and also cut costs of maintaining the three different 
systems. The first data migration was deemed as a failure by the organization which led 
to the group losing top clients, which resulted in dire consequences for the entity, such 
as losses, share price drops, staff retrenchments, and staff forced into roles which were 
not an ideal fit for them. This study focuses on the subsequent second data migration 
project, carried out after the initial project had failed. 
It was agreed by the Executive Committee that the second data migration project should 
be embarked on to ensure that strategic alignment was realised, to eradicate all legacy 
systems and their associated costs, and to ensure the entity was operating on state of art 
systems. A project team was assembled with the involvement of senior leaders to ensure 
that there was a common understanding as far as the requirements were concerned and 





4.2 Project Views/ Perceptions 
This section will outline the overall project views and/perspectives from the research 
participants outlined in the Sampling section above. There was consensus among most 
of the research participants that the data migration project was a success because data 
was successfully migrated from one system to the other within the specified and 
planned time.  
“…I would deem the project to have been successful. Just maybe let me 
qualify that, we delivered the desired project outcomes, which was in effect, 
to move a book business, from the source platform to the target platform 
ensuring that the data was firstly complete and then secondly, accurate.” 
[SPM] 
“…I think it was a success. And there are areas maybe we could have done 
better. But overall, I think it was a success, we were up and running on the 
new platform on the first of January, with minimal calls coming in of things 
not working.” [DMTS] 
“…I know and believe that the project was a success. A project that had to 
be done, I say that it was a success, because our main delivery, which is 
migrating, which is the data migration of the Client A scheme to System B.” 
[PA] 
However, some participants felt that the project was not a complete success as there 
were still open items that still needed to be sorted out almost a year later from when the 
migration occurred. 
“…I won't say it was a failure… I would say it's a partial success because 
currently we do have the 2019 claims for Client A on System B but some 
issues still need to be resolved, but they are busy with it.” [CTS] 
“…from a technical point of view, I think it was a success. From a process 






“It was a partial success in that one for my aspects, one medicine component 
it was 100%. Disease risk management was 100%. However, there were 
other aspects of the overall project that we not done in time, and then there 
were issues or, how can I say issues or parts that were not considered.” 
[TLMRM] 
The outstanding items created frustrations as far as they impacted departments in the 
operations space such as the call centre and membership which had to deal with daily 
complaints from members as well as the health care practitioners.   
“…We did the sort of closing off, we had our session, we spoke about these 
things and the problems that we picked up... And again, we were told that 
you know, we've got the support, and they will help us to get the things 
sorted out... and since the migration, those items are still outstanding even 
now.” [TLC] 
Some participants seemed to only base their perceived success of the project in 
comparison to the prior Project X which was deemed as a failure by the organisation 
due to the poor manner in which it was executed.  
“…We also did a whole Project X and there were a whole lot of things that 
didn't work, and so with Client A data migration, we had designated people 
[…] it was discussed and they've mapped it and made the notes […] we are 
going to go back and fixing it and it all worked well.” [TLCC] 
4.3 Success Criteria 
This section will set out the research findings as far as success criteria measures are 
concerned. It will discuss the project triangle, customer requirements, non-functional 
requirements, organisational requirements, other stakeholders' requirements, as well as 
any other requirements which emanated from the data analysis.  
4.3.1 Project Triangle 
There was agreement among most of the research participants that project management 
was well attended to as far as the traditional project triangle was concerned viz. scope, 





costs were one of the areas that the project had overruns on, which was as a result of 
scope creep as some of the issues experienced were not necessarily accounted for from 
the onset. It was agreed by the various signatories which were part of the project that 
cost overruns were not more than 10% over the initial budget. The scope was well ring-
fenced and managed to ensure the delivery of the project was met as it was a non-
negotiable set date, and some of the outstanding items were then pushed over to the 
following year.  
“So the timing was quite limited… the priority stuff was done… then with 
all of that comes the increasing costs […] So your cost has gone up, and 
timelines have gone up.” [TLDRM] 
“We just came in on time and certain things we had to juggle around 
because some of the deadlines pushed out due to unforeseen circumstances. 
But the final deadline, that timeline was made. So we had to juggle things 
around during the project to reach the final timeline.” [DMTS] 
“We were very specific with the scope, we ring-fenced very early on in the 
project […] We didn't have any manual workarounds, and the system was 
up and running. The timing was in non-negotiable deadline […] we needed 
to go into a contribution year on one January […] Cost is the area that we 
ran over but not tremendously.” [PSPM]  
In some instances, some of the project team members were not well-informed about 
some of the project management core factors such as budgets as seemingly senior 
personnel within the project team such as SPM and PSPM were only privileged to such 
information. 
“We went live at the scheduled time. However, I cannot comment on the 
cost, because I was not necessarily involved in the cost of the project, as it 
was more executive-level decision and I do not have authority as the project 





4.3.2 Non-Functional Requirements 
The section below will set out the research findings in relation to non-functional 
requirements, and the two main considerations namely systems integration and other 
non-functional requirements. 
4.3.2.1 Systems Integration 
The research participants were in agreement that non-functional requirements were well 
met, and attended to, even though there were some hiccups in the process. Further, 
integration of all various systems and databases which necessitate the receiving, the 
adjudicating, the processing, and payment of a claim had also experienced some issues 
as the formats of files were relatively different. 
“…There, we had some hiccups on setting up the infrastructure to support 
the new processes but your change management worked exceptionally well, 
then one of the biggest non-functional requirement is the actual migration 
of data and that went particularly well as well […] We had to do things like 
provider switching so on all of the integration points into the system which 
was initially an issue.” [PSPM] 
This implied that some of the claims data coming through from the healthcare providers 
and/or billing bureaus could not be readily available in real-time, and that manual 
workarounds had to be done to ensure claims had fully integrated and they could be 
tested.  
4.3.2.2 Other Non-Functional Requirements 
Further, some of the research participants struggled with understanding whether there 
were other requirements that the project needed to deliver on other than the migration 
of the data, which speaks to unclear objectives. The project team argued that the way 
that the project was executed did not allow for consideration of other non-functional 
requirements. The research participants also argued that they managed to do their best 
in ensuring the clients were not impacted in the process.  
“We recorded what we did, but because of the way the platform works, in 
my opinion, it's a very rigid way that has been put together, so it's not really 





excited […] that made a difference to the success of it […] if we could have 
moved the IT delivery we would relieve the pressure on our internal clients.” 
[SAM] 
4.3.3 Customer Satisfaction 
Some research participants felt that most of the customer requirements were well met, 
and the customer was well informed as far as the process to be followed was concerned. 
This included onboarding the customer which was Client A, and including them in the 
rationale to embark on this project, the impact it would have on the claims operations 
team, and client’s revenue, as well as short-term, medium-term, and long term effects 
and benefits to the client.  
“…I think that was key to have as little impact on Client A members as 
possible because the minute you drive that up, you increase all your other 
customer complaints. So that's where we kept the PO involved, and where 
we had an issue we kept her up to date to say, look, this is what happened 
so she can expect complaints, but we already busy with a solution […] I 
think we tried to keep clients in general, just comfortable that we weren't 
just leaving their concerns.” [SAM] 
“Client A was also kept in the loop every step of the way. And I think they 
were quite comfortable and happy when we went live and that there wasn't 
much noise from their members. And the sort of queries that we did get was 
mostly got the same as we would get every other new year […] So the queries 
that we got was minimal around migrating from one platform to another.” 
[DMTS] 
Further, some participants felt that the business had to balance its needs versus the 
client's needs, as far as long-term solutions were concerned. There was consensus that 
the project team managed to strike the ‘right’ balance to ensure both their needs were 
well catered for going forward.  
“…These are all things that need to be thought through very carefully, 
understanding what the business needs are and I think we got that balance 





It was also argued that the client was in a better system in comparison to the previous 
system, and within few months of the data migration, there were been benefits realised 
as far as savings were concerned and this was demonstrated to Client A and its PO. 
Further, these benefits would not have been realized in the previous system as the new 
system has better financial controls. Some requirements were not implemented, and 
manual workarounds were put in place temporarily, and still needed to be resolved. 
“…The issue that comes about is that they're in a better space because the 
new system has better financial controls in place. So, that helps the client to 
save some money. There are currently issues because some as I said, some 
of the stuff that was available in the old system has not been implemented 
on the new system, and it's related to Project X as well […] Currently, there 
are some workarounds and it's manual workarounds. But what has 
happened now is because of these workarounds being in place, the problem 
is not being addressed.” [TLMRM] 
It was stated that the data migration created some frustrations as far as the call centre 
department was concerned, as some benefits such as maternity benefits and day-to-day 
benefits did not necessarily match and get synchronized per patient. In some instances, 
claims would be paid from day to day whereas it should have been paid from the 
maternity bucket. A patient would go to the healthcare practitioner assuming day to day 
benefits were available, and only then learn that their benefits had been depleted. This 
created huge volumes of calls for the call centre and manual workarounds as alluded to 
above by participant SAM were put in place.  
“…Four or more visits later, there are no more funds in the day today. So 
what happens when she has the baby, that baby gets added on to the medical 
aid that baby needs medical care, there are no funds for her to take the baby 
to the doctor […] because also we had a platform change, and we also had 
a big benefits change.” [TLCC] 
4.3.4 Other Stakeholders’ Requirements 
The section below will outline the research findings pertaining to other stakeholders’ 





Stakeholders – Client A Members; 2) Internal Stakeholders – CIO and Operations; and 
3) Internal Stakeholders – CEO.  
4.3.4.1 External Stakeholders - Client A Members 
Several stakeholders had vested interests in the execution of the data migration project. 
Stakeholders such as Client A members and healthcare providers were not necessarily 
aware that that there would be the migration because they interacted with System A 
(source system), which meant that it would have very little impact if at all. However, 
those that were impacted by the data migration were informed, and taken on an 
onboarding process, and were provided with the relevant training and guidance as to 
where they could find information on the new system since there were changes in their 
membership details. 
“…So it was interesting because there were 972 members that we needed to 
change member numbers for because they were duplicated on the new 
system. So we had to handle it with very specific requirements, we had to 
phone them individually, we had to send their cards and their packs.” 
[PSPM] 
4.3.4.2 Internal Stakeholders – CIO and Operations 
Further, other stakeholders such as several operations departments within Entity A were 
aware of the data migration who required that it be done as seamlessly and smoothly as 
possible to ensure there was very little impact on departments such as the call centre, 
membership, and IT. 
“What they told us is they said whatever you do please do not create a mess, 
and do not affect any of our members. It must be completely seamless. And 
one of the things we still talk about today was the fact that except for that 
communication going out to [Client A], we had little impact.” [SPM] 
Other relevant stakeholders included the CIO of Entity A, who wanted to avoid the cost 
of maintaining multiple systems and realise significant savings for the business. 
Healthcare providers were another stakeholder group who were contacting the call 
centre departments regularly expressing their frustrations with the new system as some 





necessitated manual processing and payment of such claims which was counter-
productive and meant additional staff members had to be hired to deal with the demand. 
“The doctors are calling us, and they are saying now the last claim didn't 
not pay, so are there benefits, then we physically, and we manually go in 
and we add it up, and also that's a risk […] this is my perspective, I think 
everybody including the CEOs, and other departments they're thinking that 
everything went well […] that is the part they see, the migration part went 
well.” [TLCC] 
4.3.4.3 Internal Stakeholders – CEO 
Many people in Entity A including the CEO were satisfied with the data migration, 
despite the outstanding issues. The CEO, as with the CIO, wanted to avoid the cost of 
maintaining multiple systems and realise significant savings for the business. 
4.3.5 Organisational Benefits 
Most research participants agreed that one of the main measures of the data 
migration project success would be its impact on the organisation’s ‘triple bottom 
line’. The triple bottom line refers to the consideration that organisations give to 
the three dimensions of (1) societal responsibility when embarking on projects, (2) 
economic factors (profitability), and (3) environmental factors (Slaper & Hall, 
2011).  
“Entity B knows why they chose System B. They know the benefits that it 
realises. So it will save a lot of costs.” [CTS] 
“Organizational-wise, we could start offering them our other products like 
Product A, Product B, and all those things […] and definitely gain more 
clients. Tie them in so it makes it more difficult for the main person to 
leave.”  [TLMRM] 
“…We are trying to get everybody on one platform that will be cutting costs. 
It's one platform to maintain, streamlining the business.” [DMTS] 
As alluded to above the research participants mainly pointed to cost-saving as the 





would mean that the organisation will be more profitable in the future as it would 
have one system to maintain with all the data migrated in a single repository. 
4.3.6 Other Success Criteria Measures 
The section below sets out other success criteria measures that emerged in the thematic 
analysis. The following sections will be outlined viz. 1) Learning, change, and growth; 
2) Data quality. 
4.3.6.1 Learning, Change, and Growth 
Some research participants were in consensus that other significant success criteria 
elements were not necessarily explicitly considered which included the learning, 
change, development, and growth of the organization to greater heights.  
“…We had the learning and the outcomes of the project […] What is 
important is that you must have your corrective measures just next to you 
so that you can be able to know who to go to. So, for us, it was very easy 
because we had the subject matter expert.” [PA] 
4.3.6.2 Data Quality 
Further, this also included quality assurance as far as the validity, correctness, and 
completeness of the data, which might not have been well attended to from the onset. 
“What happened then was because stuff was just pushed into priority stuff, 
not good QA was done because in IT projects you have to see as the project 
is going along, you do your QA, and sort out the problem and carry on. So 
now with that not being done, it's incurred more cost. And it's pushed the 
project timeline further, because you still have to go correct to all the 
mistakes you made when you were just pushing claims through, and then 
at the end of the process, you are still required to some quality assurance.” 
[TLMRM] 
4.4 Critical Success Factors 
This section will set out the research findings as far as critical success factors are 
concerned. It will outline the findings under the following sections: project 





risk and governance factors as well as any other critical success factors that emanated 
from the research findings and may have not been accounted for in the initial 
framework.  
4.4.1 Project Management Factors 
The section will outline the project management critical success factors which emerged 
in the research findings of this study. These factors include project coordination and 
monitoring, project manager, and communication plan. 
4.4.1.1 Project Coordination and Monitoring 
Project management success entails the coordination, the administration, the 
monitoring, and the control of various measures and factors that pertain to a project 
(Radujković & Sjekavica, 2017). It was agreed among all research participants that 
project management played a pivotal role in the success of the data migration project.  
“…Where I'm standing, project management was well organized. It was, 
like, sort of open and transparent from the perspective that, you know, there 
were timelines, everything was mapped, it was on the board  there we could 
go into the room, and we could see, this is what is happening.” [TLCC] 
4.4.1.2 Project Manager 
The project initially experienced some hiccups with two project managers, whose style 
of project management which did not fit with the project team. PSPM subsequently 
volunteered to step in as a project manager as well as play the role of the project 
sponsor. 
“…The project started with few bumps and on shaky ground, we've been 
through a few project managers, until we got PSPM as the person who 
stepped in to be the project manager for the last bit, probably the last three 
months of the project.” [DMTS] 
PA played a huge part in assisting PSPM in managing the project and ensuring that the 
delivery went according to the plan, and picked up any items outstanding. Further, PA 





on the project was so impressed with him to the extent that he was subsequently offered 
a permanent job as a project administrator on strategic projects of the organisation. 
“The project administrator played a very important part […] he was 
supposed to keep tags on all cases that were logged […] he needed to make 
sure that the documentation was all in place, and also the governance 
department.“ [CTS] 
The project was delivered within a tight deadline, and most of the important aspects of 
the data migration were well attended to. The scope was kept tight to ensure that by the 
new financial year of 1st January everything was set up to process claims on System B. 
It was also argued by some of the research participants that the cost overruns incurred 
were relatively insignificant relative to the benefits yielded by the migration.  
“The timing was the key critical success factor because the nature of the 
business implies that it had to be done at a particular date. So little, just a 
little bit of context, so within the Health Scheme legislation, certain 
activities happen at year-end where rates are reviewed and becomes 
effective on the first of the new year, first of January of the new year. We 
had to continuously assess the scope, in terms of what was non-negotiable, 
must have deliverables by that particular date […] The cost overruns were 
typically those functions that we had assumed as part of the planning would 
be done by the due date but had overruns so it affected predominantly, the 
IT-related costs […] cost overruns I suppose one could be equated to not 
more than 10% of the total cost.” [SPM] 
4.4.1.3 Communication Plan 
A communication plan was in place, and regular meetings were held with the relevant 
stakeholders to ensure that they were aware of everything that was happening on the 
project. The project team had a ‘war’ room that laid out the whole project plan and 
status at a certain point in time, and outstanding issues were accordingly escalated to 
the relevant personnel and/or departments for urgent actioning. Some stakeholders 
however did not quite understand their role in the project, and what was expected of 





“Communication plan updated and tracked weekly. Staff was advised, daily 
as we had stand-ups. There was stakeholder buy-in, but they didn't 
understand the project or how the project works. Because like the daily 
stand-ups, yes, you come in there, you give your feedback, and you hear 
what's happening. But some of the stakeholders didn't quite understand 
what do we need to do.” [TLMRM] 
4.4.2 Team Factors 
There was agreement that teamwork was one of the main critical success factors of the 
data migration project. Despite challenges with the initial project managers, the team 
managed to work together to deliver the project and ensure it was successful. There 
were several workstreams, and each workstream had a leader appointed. The leader had 
to regularly report back to PSPM and PA, to ensure that every task was completed in 
time and with efficiency. It was also pointed out that the team was very supportive of 
each other, and where one team member needed assistance it was dealt with accordingly 
like a ‘well-oiled’ machine. Experience and skills also helped the team in working 
smarter and more efficiently, and in some instances they did not require much 
assistance, in terms of being told what they should be doing.  
“…So we had to work extra hard. I think if we weren't so strong [a] team, 
we probably wouldn't have made it, but the team is quite strong and the 
resources in the team were quite supportive […] The teams that they 
employed to carry the migration are quite strong and make up the skilled 
staff […] and were be able to be pull from each other's and strength […] 
But even if you would come to sit for the day in our group, you know, you'll 
see we work well-oiled machine […] And that they can work on the pressure 
and they must make that they are well educated as well, so that they know 
what is expected from them.” [CTS] 
“It was a little bit unsettling at the beginning of the project. But the guys 
got the swing of it, and once they saw the benefit of it, it was fine […] But 





It was re-iterated that one of the most important success criteria in the data migration 
project was ensuring attention was placed on people management, and staff morale 
which was argued to be at the core of the IT project success. 
“I think in many instances when you are dealing with a time-critical project, 
the thing that you've got to pay the most attention to is people and the 
morale. People make things happen you know and it's not technology and 
systems, it is allowing people to apply their expertise, and respect that.” 
[SPM] 
However, it was also pointed out that the project team relied on several key individuals 
to ensure the successful delivery of the project. When those individuals were off from 
work or on sick leave progress stalled, as they were the only subject matter experts in 
the areas they were involved in, which posed a risk to the delivery of the project.  
“The only problem that came about was that there was key personnel. If 
they were not there then that part of the project would fall apart. They had 
2/3 individuals whom when they were not there we can't do anything. 
Because they were critical to implementing stuff onto the system. I think 
one guy was felt sick that week, so he couldn't work, so nothing could be 
done.” [TLMRM] 
4.4.3 Senior Management  
Senior management support was perceived by most research participants as one of the 
cornerstones of the project's success. Not only did senior management provide 
oversight to the project, but they were daily involved in ensuring that they assist the 
team with whatever help was needed, e.g. approval of budgets for additional resources 
where required, boosting the team morale, providing strategic direction to other 
relevant stakeholders, and escalating matters which needed to be resolved by the 
relevant managers within the business. The involvement of PSPM in the project 
manager role brought to bear important skills and years of experience which further 
reiterated the point that senior management was at the core of this project's success. 
“So we had someone like SPM, we had PSPM, they are on a much higher 





needed to be escalated when we were getting nowhere, they would take it 
and say, come and let's go find out what's the problem, let's call this person, 
right there and then.” [SAM] 
“I was sitting here as the Program Manager, and any decisions required 
was then escalated to me on a needs basis, and I used to then engage directly 
with the business sponsor, executive risk managers, etc and we used to meet 
on a two weekly basis to inform them of progress, but we didn't have to wait 
for the meeting to resolve some of those issues but we use that as a 
mechanism to formally report.” [SPM] 
However, some research participants were of the view that while senior management 
might have been involved, some of them did not necessarily know and understand the 
real issues which the operations team experienced. Senior management relied on reports 
about call rates and figures which suggested that everything worked well, meanwhile 
the operations team was dealing with issues that remained unresolved from the data 
migration perspective. 
“The CEOs there at the top, they must come down and spend time on the 
floor with the people you know, not just listen to what the report says. The 
management obviously, so they're looking at the last call rate, they're 
looking at your turnaround times, how many losses you have occurred, and 
based on that it is working, they need to come down to our level to see what 
we are doing, to hear the things that are happening here.” [TLCC] 
4.4.4 Organisational Factors 
The section below will set out the research findings in relation to organisational critical 
success factors. The findings will be broken up into the following sections: 1) Change 
management; 2) Effective communication; 3) Training and support; 4) Core project 
team’s location; 5) Culture; 6) Resistance to change; 7) Strategy; and 8) Competitive 
advantage. 
4.4.4.1 Change Management 
Several organisational factors emanated from the research findings which influenced 





was a sound change management plan throughout the data migration project which was 
led by a change manager appointed from the Human Resources department. This helped 
the organisation with the transitions that needed to occur as a result of the execution of 
the project.  
“We had quite a nice change management plan involved in this project. So 
one on ones for help with the project team regularly to you feel where they 
are if they are doing ok, and if they need help.” [DMTS] 
Further, it was argued that change management created a safe environment for 
individuals to voice out their concerns. This was well crafted to an extent that regular 
one-on-one discussions were held with the project team members, as well as with the 
areas affected by the data migration. Change management was divided into various 
streams which included internal stakeholders, external stakeholders, as well the project 
team related change management as each of their concerns and experiences were unique 
depending on their interaction with the new system.  
“...Then we also had support on the change management level side which 
is more dealing with individual people. So it is very important to build that 
relationship and not to just ignore and just get the delivery of the project. I 
think that is one of the things that created a good environment […] Because 
that also helps because there are people that are working on the call center, 
maybe they are not enjoying the new system.” [PA] 
“Change management stream, there was an external comms team, there's 
an internal comms team, there was a system migration team or stream and 
that's how we formulated our plan, which is a very different approach to 
say a critical success factor is a plan, a critical success factor is change 
management.” [PSPM] 
4.4.4.2 Effective Communication 
Most research participants agreed that good communication was one of the most 
important factors contributing to the success of the data migration project's success. 





the project. The communication plan was crafted so that all stakeholders were well-
informed and taken through the project journey. 
“We wanted transparency. We wanted open engagement.” [SPM] 
“We had comms plans up and out. I'll probably say it comes down to 
training, communication, and having backup and you need it.” [DMTS] 
4.4.4.3 Training and Support  
The research participants shared different views on the adequacy of training and support 
to the relevant stakeholders. Some felt that the training was adequate to equip 
stakeholders to navigate the new system. 
“…So you've got also with merging multiple companies, we weren't just 
migrating systems, who also migrating staff into new roles, new jobs needed 
to do training.” [PSPM] 
“There was a lot of education and guiding them and telling them they need 
don't need to go there. And this is how they do it, about the way that they 
are supposed to submit their claims, and that speaks to [Client A] where 
they should have done their member education.” [TLCC] 
Other participants felt that this was one of the factors which the organisation and/or 
project team fell short on, as it could have been done much earlier in the project to assist 
the impacted teams in coping with the new system. 
“…And like I said also, the first thing is that it was late because October 
normally you're supposed to have your benefit changes already.” [SAM] 
4.4.4.4 Core Project Team’s Location  
There were a few participants that indicated working from different locations was an 
inhibiting factor to the project’s success. In some instances, project team members 
battled to understand each other as far as requirements were concerned. Further, there 
was perceived ‘red-tape’ which occurred from location B where certain decisions 
needed to be approved by personnel based at that location. This meant that team 
members from location A needed to wait until such approvals were actioned, before 





members resorted to making calls as a medium of communication, as emails suffered 
from a delayed response. Such calls proved to be ineffective as well. 
“It was challenging but we had to change our way of work […] That was 
definitely challenging and I'd say, also maybe being part of the partial 
success because if you have to send an email, you don't get the response 
immediately and it's sometimes difficult to explain what you're trying to say 
over the email […] And if you phone and they may be not available at that 
time.” [CTS] 
“…If they pick up a problem, they can physically fix it. But now it's got to 
be referred to Location B, as they are custodians and they're the people that 
hold everything there.” [TLCC] 
4.4.4.5 Overcoming Resistance to Change  
Overcoming resistance to change was identified as one of the main critical success 
factors. It was pointed out that some people initially had a problem with learning how 
to navigate the new system and picked out reasons why System A was better than 
System B. Both systems had their strengths and weaknesses, but System B was stricter 
as far as the payment of claims was concerned compared to System A.  
“People still had the issue, and I think they still have the issue of System B 
saying that it is the worse system to work on. Both systems, I would say are 
equal because both of them have strengths and both of them have 
weaknesses. And from what we found, System A used to overpay and System 
B is more stringent on most things.” [TLMRM] 
“…As we know that it is not easy to accept change in so attempting to 
change, especially when you've been working on a system for years, it is not 
easy to adapt to change. So, the call centre people are working on the old 
system. So surely they did have some difficulties.” [PA] 
4.4.4.6 Overcoming Cultural Contradictions  
There was a suggestion by some research participants that some of the 
resistance to change might have been as a result of the different cultural 





same company were used to certain ways of operating, informed by their own 
culture before the merger and acquisition alluded to above which created 
further issues for the project team.  
“…We were the old Entity C. And then we had our own systems. And so 
in fact, we came into a different environment […]and I came into a world 
with a very different, more IT-driven whereas we decided that we drive 
IT. IT doesn't drive the business.” [PA] 
4.4.4.7 Organisational Strategy  
The organisational strategy was perceived to be one of the most significant factors for 
the success of the data migration project as it ultimately guided the undertaking and 
execution of any project or investment the business made. Entity A wanted to (1) save 
costs as far as the maintenance of multiple systems, (2) deliver a more holistic service 
offering to customers on a platform more dynamic and cheaper to operate, and most 
importantly (3) to assist its customer to easily manage and interact with their policies 
and have more control as far as claims were concerned.  
“…And it's a shared platform, and by having a shared platform, we could 
decommission all of the old platforms. So we have a common architecture, 
we have a common skillset to build this capability and maintain this 
capability.” [SPM] 
“We needed to down or to reduce that complexity in our operating 
environment by only having one system, and so there was a stakeholder 
there. And to improve efficiencies, so he was expecting by removing the one 
system we'd improve efficiencies.” [PSPM] 
4.4.4.8 Competitive Pressure  
The research participants also alluded to the fact that competitive pressure, and keeping 
up with the latest industry trends necessitated Entity A embarking on the data migration. 
Further, there was agreement among most of the research participants that the failure 
which the organisation experienced with Project X was something they wanted to avoid 





“…I didn't want staff to be retrenched or dismissed as we did in Project X 
because we didn't try our best, that was part of the reason we pushed for it. 
And you know, our environment is very volatile, we might have a plan to do 
tomorrow, wake up they're gone.” [SAM]  
Some research participants were of the view that part of the strategy being executed 
was to ensure that the organisation experienced growth in the customer base and service 
offerings, and this was important for its future and profitability. 
“For the future of the business, because the aim is to grow and keep on 
improving as the business, we need to be transparent and able to allow them 
to share their views about the strategies that we are implementing and also 
how we can improve because it's not our project as the project team, it's the 
project for the company, for everyone that is involved.” [PA] 
4.4.5 Risk Management  
Some research participants alluded to the fact that there were proper risk protocols 
during the project which resulted in the project getting a ‘clean’ audit as there were no 
issues that were identified during that process. Some items were flagged as high risk, 
and such items were closely monitored. Various meetings occurred with the custodians 
of those respective areas to ensure that they did not hinder the successful delivery of 
the project.  
“… and that's why with the audit, we had no issues.” [SAM] 
Some research participants felt that the support on risk capability was relatively limited, 
as in some instances the operational risk team did not attend some meetings, but 
generally speaking, the project team thrived by leveraging off each others’ strengths 
which is why they were able to manage the risk themselves.  
“As far as risk, people were very thin on the ground, and we had not 
received as much as the base of support. So that operational risk guys often 
just didn't turn up to meetings, so we felt that there wasn't as much 
involvement as they could have been, but we are an organization that 





In some instances, the project team was not sure about the level of involvement of the 
risk team as they would be present and active participants on certain days but not others, 
which created some inconsistencies in the way of work. 
“…There I'm still not a hundred percent sure of what, what is happening 
because one day, it's good, the other day is bad. So you're getting this more 
like a 50-50 thing.” [TLCC] 
4.4.6 Governance  
There was unison among most research participants that governance was one of the 
most critical success factors, Poor governance can potentially result in a project failure 
when governance issues have not been addressed, mitigated, and/or even managed 
properly. Further, project governance was well attended to as there was an experienced 
team dedicated specifically to addressing those success factors. Further, there were 
several governance standards which the project team needed to adhere to as far as the 
use and transmission of the client's data, which included the Council to Medical 
Schemes Act. 
“…Governance, so they must make sure that we are aligned, we're working 
according to the mandate and the CMS standards, so that we don't get 
anything wrong because sometimes everything gets so rushed we can 
deviate from what was the purpose […] So the governance came in to make 
sure that the certain reports that will be sitting in place to prevent that so 
they would run the reports and they would know these benefit didn't work 
during the testing. ” [CTS] 
Some research participants also pointed out that proper governance controls were in 
place during the project which also necessitated segregation of duties. 
“So he was very clear on who will sign off when anything goes into 
production, how the document would be stored.” [SAM] 
4.4.7 Business Process Management  
Most research participants agree that it was inevitable that business processes would 





importance that the resultant impact was well managed from the onset. Further, some 
items were still outstanding which impacted the delivery and the operationalisation of 
the new system. Some departments were still working on three different platforms 
depending on the period of claims data and related details, creating frustrations among 
staff members.  
“…With regards to the disruptions, it's the stuff that is outstanding like 
some of the authorisation matters, and some of the letters of communication 
that were previously available on the old system have not been transferred 
yet into the new system. And then there's an inconsistency I should say on 
the flow itself where one individual might be able to take a call from System 
B, by clicking the fetch call button, and the person sitting next to them can't 
do that.” [TLMRM] 
However, it was also reiterated that the support and training offered to some of the 
project teams did help in managing the change in business processes, and how certain 
tasks were executed after the migration. 
“…Certain business processes had to change because things were done 
differently on the new platform. Again, the users with sort of trained and 
explained how to do it on the new platform. And having sort of coaches on 
the floor, and assisted for the first month or so to get them used to the new 
way of doing things.” [DMTS] 
There were concerns raised over the fact that System B was web-based which created 
challenges for the teams which needed information from the system readily available 
to execute some of its duties, such as the call centre. This was identified as one of the 
disadvantages of migrating data over to System B. Further, this created issues where 
the system would return incorrect information upon restart, and the operations team 
would rely on that information to provide feedback to third parties. Middle management 
would then be advised to issue out warnings to any staff member disseminating 
incorrect information to clients and/or any other stakeholders. Meanwhile, the core 





“System B is a web-based, and needs internet, and if it's down, it's down, 
there's nothing you can do about it, and you can't do it manually. It becomes 
difficult and then that is where the losses occurred where people confirm 
incorrect benefits and other information […] and senior management insist 
that you must give them warnings.” [TLCC] 
4.4.8 Other Success Factors 
The section below will discuss other success factors that emanated from the thematic 
analysis conducted that may have not been accounted for in the initial theoretical 
framework constructed in section 2.4 above. 
4.4.8.1 Project Visibility 
The main critical success factor identified by most research participants was project 
visibility as it created a platform for transparency for all the stakeholders who had 
vested interests in the project, and this included the whole organisation. The ‘war room’ 
also created a space for the project team to also be able to track all action items and 
status thereof with ease and convenience.  
“The fact that we knew we had the support, and when we had the visibility 
in the beginning, everybody saw that, so that was key ultimately.” [SAM] 
“We started getting up the war room, we had like a project plan on the 
board. Which said by this date we got to do this, and by that date, we got to 
do that, so it was visible, you didn't have to go into a document on a 
computer somewhere” [DMTS] 
4.4.8.2 Business Agility 
The adoption of the agile methodology was identified as one of the important factors to 
account for the project's success, as it allowed the team to be able to create the visibility 
alluded to above.  
“One of the very important aspects is visibility […] and that is the reason 
why we conducted the project in an agile methodology because agile brings 





why we also created a war room so that people can come in and see the 
project visibility.” [PA] 
4.5 Mechanisms 
Mechanisms are defined as the link between success criteria measures and critical 
success factors and essentially play a central role in the realisation of IT project success 
(Pankratz & Basten, 2018; Pimchangthong & Boonjing, 2017). Mechanisms also play 
a causal role where certain success factors can be seen as ‘necessary’ for IT project 
success, and those critical success factors are elevated to mechanisms symbolising their 
importance and/or their causal effect (Pankratz & Basten, 2018; Pimchangthong & 
Boonjing, 2017; Radujković & Sjekavica, 2017). Appendix K, section 5 contains the 
procedure used for the identification of mechanisms. The section below will set out the 
mechanisms which were identified by the research participants as having played a 
major role in the data migration project success.  
Teamwork was one of the mechanisms pointed out by most research participants as 
having played a centric role in the success of the project. 
“…Always go back to the well-oiled machine.” [CTS] 
“Better teamwork and they included all the stakeholders.” [TLMRM] 
“It was the team's willingness and eagerness to make it a success. So I think 
it's team morale, that always creates success, it's team morale and culture.” 
[PSPM] 
Further, project visibility was also pointed out to be a key mechanism that played a 
pivotal role in the success of the project. There were mixed feelings as far as the role 
played by senior management, as some research participants, but not all, viewed it as 
one of the main mechanisms which resulted in the data migration project's success.  
“I think it was visibility and transparency, and teamwork.” [SPM] 
“…Teamwork and senior management support.” [DMTS] 
Effective communication emerged as one of the main mechanisms which contributed 





within the organisation, its stakeholders, and within the project team and other 
employees also reiterated the fact that effective communication was a key mechanism. 
“We wanted transparency. We wanted open engagement.” [SPM] 
“We had comms plans up and out. I'll probably say it comes down to 
training, communication, and having backup and you need it.” [DMTS] 
The project-related motivation was identified in literature to be the main mechanism 
that was at the core of any IT project (Pankratz & Basten, 2018). A few participants 
were aligned with findings from literature as far as the role played by project-related 
motivation in necessitating project success. Further, it should also be noted that the 
difference in terminology seemed to have been the distinguishing factor from those who 
did not explicitly agree with project-related motivation as one of the core success 
factors. Ultimately as far as meaning is concerned it can be argued that different kinds 
of motivation might have fuelled the project team, as well as the organisation at large 
to succeed in the execution of this project. These included monetary motivations, and 
motivation not to fail as the organisation arguably did in Project X. 
“It depends because when you're doing a critical project, and you are aware 
of the things that can happen, if the project goes wrong, that itself is also a 
motivation that gives you a reason why you should be able to solve that issue 
[…] So there's also monetary motivation that has been given but as far as I 
am in this position, I'm not aware of that. Yes, certainly, the motivation to 
succeed in the project as a team was the main driving force behind the 
project to succeed. ” [PA] 
“I think it was more, you know, what, we don't want the same thing that 
happened during Project X again.” [TLMRM] 
4.6 Summary 
It is evident from the data analysis and findings that several factors necessitate IT 
project success. Most research participants agreed with the initial model constructed 
based on the findings of the literature review of IT projects. There was consensus 





varying views and/or perceptions as far as the level of success, with most participants 
referring to it as a partial success. Further, most research participants expressed their 
views and/or perceptions of the project in comparison to Project X that Entity A 
embarked on, which was deemed as a failure as it led to the organisation losing clients, 
which resulted in low staff morale, and retrenchments.  
There were various success criteria measures and critical success factors where the 
views and/perceptions of the research participants deviated from the initial theoretical 
framework constructed from literature. The data analysis and findings revealed that 
there were other success criteria measures and critical success factors which emerged 
throughout the process and were not necessarily part of the model which was initially 
constructed (shown in yellow constructs in Figure 3 below). This is one of the 
advantages of using thematic analysis as it allows a researcher to explore and consider 
other factors other than those identified in literature  (Braun & Clarke, 2006).  
The main themes were consolidated into a new theoretical model as depicted in Figure 
3 below. Interaction between these mechanisms and/or among some of the mechanisms 
does not suggest that the absence of one or more mechanisms leads to a breakdown in 
the value chain and thus failure will be imminent. In some cases one or two interactions 
can lead to the success of an IS/IT project. It depends on the type of projects, its 
complexity, and expected timelines for its delivery, and various other factors already 
discussed above. Mechanisms play a causal role where certain critical success factors 
can be seen as ‘necessary’ for IT project success, and those critical success factors are 
elevated to the green triangle of Figure 3 below symbolising their importance and/or 
causal effect. The direction of the arrow represents the positive impact of one factor to 
the other, leading to the mechanisms as well as depicting the relationships between 
mechanisms and the success criteria measures thus leading to IT project success 
(Pankratz & Basten, 2018). It should also be noted that the arrows showed do not 
necessarily exclude any possible relationships which may exist among the critical 
success factors and/success criteria, however, to simplify the model the focus was 
specifically drawn to the main relationships which emerged from the research findings 





Project-related motivation was identified as the main mechanism in our initial model 
by several sources of literature  (Pankratz & Basten, 2018; Pimchangthong & Boonjing, 
2017; Radujković & Sjekavica, 2017; Taherdoost & Keshavarzsaleh, 2016). However, 
the research findings revealed that few participants perceived project-related 
motivation as one of the most important mechanisms, and thus it was dropped in the 
final presented model in figure 3 below as it did not emerge to be the centric ‘force’ 
which necessitated the IT project success. Nevertheless, project-related motivation was 
noted to be the most important mechanism in general IT projects, and as also argued 
above that data migration projects are unique/complex types of IT projects hence the 
lack of emergence as a centric force  (Pankratz & Basten, 2018; Pimchangthong & 
Boonjing, 2017; Radujković & Sjekavica, 2017; Taherdoost & Keshavarzsaleh, 2016). 
 







Chapter 5: Discussion of Research Findings 
The section below will discuss the implications of the research findings in relation to 
the literature review, and the earlier constructed model which was utilised as a guide 
for the data collection and analysis. The discussion will be broken up into the main 
themes in the same format as the findings section above viz. success criteria section, 
critical success factors, and mechanisms. This section will also consider additional 
sections that may have emanated from the thematic analysis conducted.  
5.1 Success Criteria Measures 
The success criteria measures will be layed out under several sections viz. project 
management, non-functional requirements, customer satisfaction, other stakeholders’ 
requirements, organisational benefits, and any other additional measures which 
emanated from the data analysis.  
5.1.1 Project Triangle 
IT project success is typically measured in terms of the IS project triangle viz. sticking 
with the agreed budget, completing the project within the specified timeframe, and 
ensuring that the functionality and specifications which have been set upfront are all 
satisfied (Davis, 2017; Pankratz & Basten, 2018). In this case, there is coherence 
between the stance taken by literature and the research findings in the sense that the 
traditional project triangle emerged as one of the main success criteria measures from 
the thematic analysis conducted. 
The project triangle realisation can be necessitated by one or more of the identified 
mechanisms viz. effective communication, teamwork, and project visibility as these 
mechanisms effectively drive the timely delivery of a project, ensuring that costs and 
scope are also adhered to, not compromising the quality in the process.  
5.1.2 Non-functional Requirements 
Most research participants pointed out that initially the focus was to ensure that the 
functional aspects of the system were attended to, and everything was working as 
initially intended. Further, integration between various systems that were already 





and healthcare providers could not submit their claims electronically, resulting in 
several manual workarounds. These necessitated the hiring of additional resources to 
deal with the backlogs and also improve the turnaround times to resolve matters and 
respond to the relevant stakeholders. 
According to Sebestyen (2017), success criteria should also consider the inclusion of 
factors connected to the sustainability of the project in instances where the end product 
is operational or commercially viable. The commercial and/or operational viability of 
a project has some impact on the success of the whole project (Sebestyen, 2017). This 
factor is generally overlooked as most projects are usually regarded as successful upon 
completion, and continuity is thus taken for granted (Pankratz & Basten, 2018; 
Sebestyen, 2017). There were considerable non-functional requirements which the 
project had to deliver on, and the research participants agreed with literature as far as 
their importance in measuring the success of an IT project as discussed above.  
Teamwork, project visibility, and effective communication allow for non-functional 
requirements to be addressed to the satisfaction of the relevant stakeholders. The link 
between project visibility and non-functional requirements is relatively strong as 
visibility ensures transparency. 
5.1.3 Customer Satisfaction 
There were varying views about customer satisfaction as an IT project success criteria. 
Most participants were in agreement that customer requirements were well attended to, 
and they were on-boarded accordingly and kept abreast of all the relevant information 
with regards to the project. Further, some customers were already realising the benefit 
of the data migration as System B yielded significant savings to Client A within a few 
months after going live. There was consensus among most participants that the 
customer was also informed about the reasons the organisation decided to embark on 
this project, which is aligned to its strategy of consolidating its businesses and 
establishing and revamping its business processes.  
Some of the participants who worked in the operations environments such as call 
centres felt that some customers were frustrated, and in some instances took out their 





instances, the system paid benefits from incorrect benefit categories resulting in 
frustrations for the operations departments as the staff members had to manually 
recalculate the paid figures and reprocess the claims which created a huge business risk. 
As alluded to above, literature pointed out the importance of client satisfaction and 
centricity for any organisation which implements any IT project (Mazur et al., 2014; 
Sebestyen, 2017). Research participants were in agreement with literature on the 
significance of customer satisfaction.  
The realisation of customer satisfaction relies on effective communication, project 
visibility as well as teamwork, as alluded to above by various sources of literature. 
Customer satisfaction is one of the main success criteria measures that determine the 
success of IT projects, and hence the strong links with mechanisms as alluded to above. 
5.1.4 Other Stakeholders’ Requirements 
Some stakeholders were not necessarily included in the process of onboarding the in 
the project, especially those that had very limited interaction with the target system. 
The resultant impact was that some billing bureaus and/or healthcare providers were 
unable to timeously submit their claims, which necessitated manual processing of 
claims. The stakeholders which were deemed to experience a direct impact as a result 
of the execution of the project were on-boarded and their requirements were well 
attended to from the onset even though there were glitches experienced from time to 
time. There were workarounds in place to cater for such cases. 
One of the most important aspects of project success is to ensure that it is defined 
separately by the respective stakeholders in project life cycles viz. different incremental 
phases and this analysis/assessment can then inform of the overall impact on the project 
as a whole (Mazur et al., 2014; Sebestyen, 2017). There was consensus among most 
research participants and literature as far as the inclusion and the tracking of the success 
criteria measured against the incremental deliverables of an IT project. For the most 
part, these were accounted for until the end of the project cycle. 
Similar to customer satisfaction to discussed in section 5.1.3 above, other stakeholders’ 






5.1.5 Organisational Benefits 
Several organisational benefits flowed from the execution of this IT project (data 
migration). As discussed above in section 2.2.5, these benefits included strategy 
alignment to ensure the realisation of the triple bottom line viz. profitability, people 
management, and caring for the environment (Brown, Dillard, & Marshall, 2006; 
Slaper & Hall, 2011). Further, business continuity and future realisation of benefits, as 
well as the human capital aspect were also key considerations in the success of this IT 
project. Most research participants agreed that one of the major reasons that the project 
has deemed a success was the strong focus on human capital and the professional 
growth of people involved in the project where they felt empowered to make certain 
business decisions and drove most of the processes without senior management 
supervision. 
Literature is coherent as far as organisational benefits as a measure of IT project success 
is concerned. The views and perceptions expressed by the research participants alluded 
to the fact that organisational benefits had to be well-defined, tracked to ensure they are 
realised. For the realisation to occur, a proper needs analysis was conducted and also 
agreed to by the CIO. 
The thematic analysis revealed that several other success criteria measures might have 
not necessarily have been accounted for from the initial model utilised to guide the data 
collection process. These included learning, change, and the future growth of the 
organisation. 
There is evidence in literature that organisational benefits can be impacted by the three 
mechanisms alluded to above viz. project visibility, effective communication as well as 
teamwork.  
5.1.6 Other Success Criteria Measures 
Other success criteria measures that emerged in the thematic analysis conducted include 
data quality as discussed in section 4.3.6 above. The emergence of these success criteria 





5.2 Critical Success Factors 
The critical success factors will be set out under several sections viz. project 
management factors, team factors, senior management support, organisational factors, 
and any other additional critical success factors which emanated from the data analysis.  
5.2.1 Project Management Factors 
It has been argued that good project management generally leads to the success of an 
IT project (De Bakker et al., 2010; Yang et al., 2011). There is consensus between the 
research findings and literature as far as the importance and the role of good project 
management to yield IT project success. Most research participants felt that the project 
management was well catered for, except for the very limited scope of quality 
assurance. The participants also felt that the role of the project manager was central to 
the success of the project, The project manager played a pivotal role by coordinating 
various project activities and ensuring that the execution occurred seamlessly while 
keeping the respective stakeholders informed of the project progress.  
There was a strong relationship between the mechanisms identified in this study as well 
as project management factors such as the existence of a competent project manager as 
it results in effective communication, project visibility, and teamwork, and this view is 
in line with the findings in literature.  
5.2.2 Team Factors 
Team composition in terms of skills, experience, and seniority is argued to affect the 
success of an IT project (Davis, 2014; Serrador & Turner, 2015). Research participants 
were of the view that the project contained the ‘right’ level of experience, technical 
skills, and seniority. There were admittedly instances where the project team felt like 
they had too many tasks to complete before the cut off of 31st December as they were 
stretched and had very limited assistance from other relevant departments such as IT, 
which then meant they had to work overtime. The consideration for cultural norms and 
tolerance thereof also created an environment that was guided by mutual respect among 
team members (Davis, 2014; Serrador & Turner, 2015). Team building excursions, 





to give their best effort, and these views are consistent with literature’s stance as far as 
this matter is concerned. 
Team factors are the umbrella term for several factors including teamwork. Team 
factors result in good teamwork, and this is the main link to the three mechanisms 
identified in this study.  
5.2.3 Senior Management  
Senior management support and involvement were perceived to be one of the most 
important factors contributing to IT project success. Senior management is responsible 
for ensuring that the delivery of the project is unhindered, that there is sufficient budget, 
that resources are managed well, and that any matters which arise during the project 
have been escalated as far as risks are concerned (Davis, 2014; Mir & Pinnington, 2014; 
Nixon et al., 2012; Pankratz & Basten, 2018). The research findings indicate that there 
was some consensus between some sources of literature and the research conducted as 
far as the significance of the role of senior management support in the successful 
delivery of an IT project. Some participants argued that senior management was 
involved in this project to such an extent that they knew the granular details concerning 
the project which made it easier for the project team to execute on their mandate. 
However, Ngwenyama and Norbjerg (2010) found that IT project success can be 
realised with relatively weak senior management support and/or involvement. This 
assertion is consistent with the views from some of the research participants regarding 
their perceived impact of senior management support in the project and the fact that the 
project team solved some of the problems encountered using their connections and 
networks of people they were acquainted with within the organisation.  
Senior management can play pivotal a role in enabling effective communication, 
project visibility, and teamwork, as top management can drive the successful execution 
of any project as they make decisions on budgets, incentives, as well boost team morale 
in general.  
5.2.4 Organisational Factors 
Effective communication is one of the most significant critical success factors as it is a 





stakeholders involved in an IT project who will ultimately rate its success or failure 
(Papke-Shields et al., 2010). Consequently, a good communication plan has to be drawn 
up and incorporated into a project management plan (Maqbool et al., 2017; Papke-
Shields et al., 2010). Communication also necessitates the achievement of some of the 
other critical success factors such as clarity, and transparency (Maqbool et al., 2017; 
Papke-Shields et al., 2010). The level of communication can also be seen by the level 
at which team members and/or other stakeholders exchange thoughts, ideas, opinions 
with others to ensure smooth completion of the project mission (Maqbool et al., 2017; 
Yang et al., 2011). It is further argued that effective communication is necessitated by 
good leadership, which helps achieve high performance, and boosts team morale 
(Khatavakhotan & Ow, 2012; Maqbool et al., 2017; Yang et al., 2011).  
One of the most important critical success factors which is often overlooked is 
organisational culture (Radujković & Sjekavica, 2017). Project managers and/or other 
stakeholders have to be mindful of existing cultural practices that have been entrenched 
in organisations and ensure that the planning and execution of the project do not 
necessarily hinder such norms (Davis, 2017; Pimchangthong & Boonjing, 2017; 
Radujković & Sjekavica, 2017). Further, project managers need to ensure that they 
communicate to the relevant stakeholders any impact which culture or religious 
practices may have on project delivery and obtain buy-in from the project sponsor, 
senior management, and other relevant stakeholders to avoid any conflicts (Davis, 
2017; Pimchangthong & Boonjing, 2017; Radujković & Sjekavica, 2017). The research 
findings also confirm the fact that organisational factors can be one of the main 
determinants of whether or not an IT project is delivered per expectations. The 
interactions which occur at various levels in the organisation ultimately guide how 
issues are resolved. Organisational culture and work ethic also guide how best certain 
tasks are executed. The strategy and vision of the organisation will also provide 
strategic direction on how similar projects are managed.  
There are strong links between organisational factors such as strategy, culture and 
effective communication, and teamwork. These strong links were also alluded to as set 





5.2.5 Risk Management 
Risk management generally consists of four phases viz. risk identification, risk 
assessment, risk planning, as well as risk monitoring (Sebestyen, 2017). The magnitude 
of a risk management plan is directly related to the size of the IT project embarked 
and/or the size of the organisation (Pimchangthong & Boonjing, 2017; Radujković & 
Sjekavica, 2017). Literature is also in agreement with the research findings that risk 
management is one of the integral factors to consider to ensure that team members can 
execute their mandate effectively.  
Project visibility has a strong link to risk management, as this ensures that all risks are 
made clear and visible, and constantly tracked and managed, otherwise IT project 
success can be hindered. This is in congruence with findings in literature as discussed 
in section 2.3.5 above. 
5.2.6 Governance 
The lack of or inadequate organisational/IT governance can contribute to project 
success or failure, and thus organisations need to have strong policy frameworks, which 
are implemented as part of their strategy and thus constantly monitored (Mir & 
Pinnington, 2014). Governance also involves the process of investigating or 
establishing business processes to ensure coherence and collaboration between 
teams/departments which are affected when embarking on an IT project (Alias et al., 
2014; Pimchangthong & Boonjing, 2017; Radujković & Sjekavica, 2017).  
Similarly, governance can be necessitated by project visibility and teamwork, as these 
mechanisms ultimately ensure that governance is executed effectively, and thus tracked 
to ensure smooth delivery of the project.  
5.2.7 Business Process Management 
Business process management is an important factor to consider. Either a redesign of 
the processes which exist is inevitable, or scrapping of old and redundant processes is 
necessary to ensure that the implementation of a new system is in coherence with the 
organisational strategy. There is consensus between the research findings that business 





teamwork, as alluded to in section 2.2.7 above as well in the findings section 4.4.7 
above. Business process management also results in smooth business processes, the 
executing of tasks, and the proper segregation of duties and controls in an organisation. 
Thus it is recognised as one of the most important success factors.  
5.2.8 Other Critical Success Factors  
There are other critical success factors that emerged in the thematic analysis conducted 
such as business processes that were impacted by the execution of this project and 
resulted in workaround systems that created more manual work for the operations 
departments. This posed a huge risk as far as the system override for payment systems. 
More resources had to be hired to deal with increased complaints from clients, and 
consequently, the budget was increased to deal with the added pressure.  
5.3 Mechanisms 
The research findings revealed several mechanisms that were central to the perceived 
success of the IT project and these included effective communication, project visibility, 
and teamwork (Pankratz & Basten, 2018; Papke-Shields et al., 2010). The identification 
of these three mechanisms was discussed above in section 4.5 and appendix K below. 
These mechanisms were unanimously mentioned to be the main cornerstones leading 
up to the success of the IT project. Mechanisms play a pivotal role as the link between 
success criteria and success factors as discussed above in section 4.5. This is an 
important role which in turn contributes to the success of any IT project. Mechanisms 
play a causal role whereby certain success factors are elevated symbolising the 
importance and/or their causal effect link with success criteria and thus IT project 
success. The importance of mechanisms has been ventilated in the findings of this study 
in the same manner which was identified in literature in section 2.3 above. This means 
that there is coherence between literature and the research findings as far as the role 
mechanisms play. 
As stated above in section 4.6, the research findings revealed that few participants 
perceived project-related motivation as being one of the most important mechanisms, 
and thus it was dropped in the final presented model in figure 3 above. However, in 





alluding to project-related motivation, which represents an opportunity for 
investigation in future research. 
5.4 Summary 
The section below will set out the summary of this study, the expected contribution, as 
well as future research and limitations which can be conducted around IT project 
success specifically looking at data migration projects. The initial model discussed in 
section 2.4 above outlined several success criteria measures and several critical factors, 
and project-related motivation as the main mechanism as derived from literature. As 
stated above in the findings (chapter 5), there are several additional success criteria 
which emerged in the thematic analysis conducted, and these included quality 
assurance, and learning and growth. Further, additional critical success factors also 
emerged from the research findings of this study, and these included business process 
management and business agility. Project-related motivation was removed as a 
mechanism in Figure 3 shown above, as three new mechanisms emerged in the research 






Chapter 6: Conclusion 
The primary purpose of this study was to determine the reasons why IT projects 
succeed, and evaluate the level of success in light of the traditional project triangle viz. 
cost, scope, and time. Further, a constructed Black Box of IS project model as proposed 
by various sources of literature was utilised which was based on the premise that there 
are three main themes which guide project success viz. success criteria, critical success 
factors as well as mechanisms (Mazur et al., 2014; McLeod et al., 2012; Mir & 
Pinnington, 2014; Nixon et al., 2012; Pankratz & Basten, 2018; Radujković & 
Sjekavica, 2017; Sebestyen, 2017; Serrador & Turner, 2015; Taherdoost & 
Keshavarzsaleh, 2016). 
Various success criteria were predefined before the empirical undertaking was 
embarked on. These success criteria included the project management triangle viz. cost, 
scope and time, non-functional requirements, customer satisfaction, other stakeholders’ 
requirements, as well as organizational benefits. The research findings indeed confirm 
these success criteria.  
Various critical success factors were identified in literature that guided the data 
collection of this study. These factors included good project management, team-related 
factors, senior management support, organizational factors, as well as business process 
management, risk management, and governance. The was coherence between various 
sources of literature and the views and perceptions of the participants as far as the role 
played by these main factors on the success of the project.  
Several mechanisms were identified to have played a pivotal part in the project success 
viz. project visibility, teamwork, and effective communication. These mechanisms 
necessitate that communication as well as other various factors and success criteria 
ensure that the project functions as a unit to necessitate project success.  
There were various other factors and measures which emerged during the data analysis 
which were not part of the initial model that was constructed from various sources of 
literature, and these included project visibility, quality assurance, learning and growth, 





6.1 Expected Contributions 
Data migration projects are a relatively rare and unique type of IT project. The 
organization where the case study was conducted has been going through various 
migration projects.  
6.2 Future Research and Limitations 
A limited timeframe constrained the exploration of various other avenues within the IT 
project's success subject matter. There are currently limited resources on data migration 
projects which could be utilised by organisations while embarking on similar projects, 
and as such one could look at the reasons why data migration projects do not seem to 
attract much research attention. Data is one of the biggest assets an organisation has, 
and when utilised to its full potential competitive advantage could emerge. Challenges 
were identified as being from the impact of mergers and/or acquisitions on IT projects. 
To what extent success can be attributed to one factor as opposed to another, and the 
impact of subjectivity on perceptions of IT project success are also matters for future 
research.  
The reconstructed, and revised theoretical model could be further investigated and 
analysed, particularly concerning the emergent sub-themes which were contained in the 
model, and whether or not these can constitute main themes on their own or whether 
they fall into the categories they have been placed under. There are other notable factors 
and measures which did not emerge during the thematic analysis, and various reasons 
could be attributed to this, which could include the possibility that a participant(s) did 
not necessarily understand the context of the question, or they did not deem such factors 
as having a played a role in the partial success of the data migration project, or due to 
the nature of the migration being studied in the case. 
The study also presents an opportunity for future research to be conducted using a more 
in-depth and investigative methodology such as critical realism which would outline 
the various events, the structures, the mechanisms, and the causal effects on IT project 
success, and thus offer more comprehensive findings relative to the findings of this 
study. Future research can also investigate the causal links between success factors, 





project success. There are relatively limited sources of literature as far as the role of 
mechanisms is concerned and this has been identified as an opportunity for further 
studies to be conducted as literature generally discusses the critical success factors as 
well as success criteria. Further, this study also suggests opportunities for further 
research in the IS/IT domain where there are not many data migration best practices, as 
well as much research conducted on mechanisms that connect critical success factors 
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the organisation has embarked on to consolidate all client scheme data into a single 
source. This research study has been approved by the Commerce Faculty Ethics in 
Research Committee.  
Your participation in this research is voluntary. All information will be treated in a 
confidential manner and used exclusively for the purpose of this study. No individual 
names will be recorded or published. You will not be requested to supply any 
identifiable information, ensuring anonymity of your responses. You can choose to 
withdraw from the research at any time for whatever reason, in accordance with ethical 
research requirements. 
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for all participants to examine.  
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I, ____________________________________, give the researcher of this study 
consent to conduct their study in the following organization: 
_____________________________________________________________________ 
I am aware that participation is voluntary and that respondents may choose to withdraw 
from this study at any time, should they choose to do so. 
 
Signature  Date 
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I, ____________________________________, consent to participate and be 
interviewed for the purpose of this research study, Critical Success Factors, 
Mechanisms, and Information Systems Project Success: A Case Study of a Data 
Migration Project in a large South African Organisation.  
I am aware that participation is voluntary and that I may choose to withdraw from this 
study at any time if I so wish. I understand that the data collected will be used for 
academic purposes only, and it will be stored in a secure location provided by the 
university and/or a secure international online platform which is password protected. 
 







Appendix K: Semi-structured Interviews  
Section 1: Introduction 
Thank you for taking part in this study. The main objectives of this study are to: 
 To find out reasons why IT projects succeed (data migration);  
 To assess the level of success and views in relation to the traditional criteria of assessing 
success (Project Management Triangle: Scope, Cost, and Time) as well as other relevant 
measures;  
 To understand the mechanism linking success factors to performance criteria; and  
 To conduct and reflect on project learnings which could be taken into account going 
forward.  
Section 2: General Questions: 
# QUESTION 
GQ01 
To provide me with a bit of background about your role in the organisation, Could 
you please tell me about your professional background (qualification(s) and work 
experience and/other roles you have worked in)? 
GQ02 
What was your role as far as the data migration project and the typical duties 
performed? 
 
Section 3: Success Criteria 
# QUESTION 
SC01 
What are your general perceptions about the data migration project, do you think it 
was a success? If so, why? 
 How well were Project Management requirements (Project Triangle) met? 
 How well were Non-Functional requirements met? 
 How well were Customer related requirements (functionality; benefits) met? 
 How well were other Stakeholders’ requirements met?  






Apart from the abovementioned, are there any other criteria which reflect the 
project’s success?  
 
Section 4: Critical Success Factors 
# QUESTION 
SF01 
With respect to the data migration project: 
 What Project Management factors were the most critical to success 
and why? 
 What Team related factors were the most critical to success and why 
 What Management related factors were the most critical to success and 
why? 
 What Organisational factors were the most critical to success and 
why? 
 Process and governance factors were the most critical to success and 
why? 
SF02 
Apart from the above-mentioned factors, are there any other success factors that were 
critical to project success?  
 
Section 5: Mechanisms 
# QUESTION 
MF01 
What was fundamentally the most important factor (mechanism) linking critical 
success factors to successful project outcomes (i.e. the success criteria). Why is it 
seen as being central, and how does it act as a link? 
Would you say that project-related motivation acted as a link (mechanism) between 
the success factors and the criteria in this project? How? 
 





 Closing  
 
Thank you very much for availing yourself to participate in this discussion.  
The general sense I get is that in your opinion the data migration project was… and 
this is due to... Does that summarise it accurately? 
Are there any last remarks you wish to make, or anything you would like to ask me? 
 
